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Abstract: 
 
This project investigated Amazon.com, Inc’s1 business model and environment, particularly, the 
effect of Amazon’s implementation of a drone delivery system and the Amazon Fire TV, and its 
related services. This was achieved through an examination of four areas, the four working 
questions; revolving around an analysis and discussion of Amazon’s business model and 
environment, with particular focus on the two new features. Also, an analysis and discussion of 
how Amazon’s business model could be bettered with regard to the environment, particularly in 
connection with the two new features; as well as an examination of how this knowledge could be 
applied in general. The theoretical frameworks utilized for the analysis were the business model 
canvas and the business model environment analysis; also the actor-network theory (ANT) was 
utilized as the research strategy of the project. The research showed that the two new features 
had, and will have, a dramatic effect on Amazon’s business model and have met, and will 
continue to meet, the environment’s forces successfully, although there is large room for growth 
outside the US. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                                                 
1 Will be referred to as Amazon from this point on. 
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1) Project Introduction: 
 
The field of this project is business studies; in particular, the focus of the project lies on Amazon, 
and its implementation of two new features, Amazon Fire TV and a drone delivery system. Jeff 
Bezos, still the current CEO, founded Amazon in 1994 in the US and since the beginning; it has 
been a massive online retailer. (International Directory of Company Histories, 2004) Over the 
years, Amazon has spread to now include North America, Europe and Asia, and also has made 
numerous acquisitions, which is visible on Figure 1 of the Appendix. (International Directory of 
Company Histories, 2004) Amazon’s evolution also included expanding its product base, 
services, and producing products of its own such as the Kindle. The two new features, as 
previously mentioned, refer to Amazon’s new product, Amazon Fire TV and its related services, 
and Amazon’s implementation of a drone delivery system in the US, awaiting Federal Aviation 
Administration (FAA) approval. 
 
According to Moore’s Law2, the age we live in is filled with dramatic technological 
breakthroughs and evolution, for both software and hardware; although many of these new 
advancements have proven to be valuable assets for society, others have proven to be 
problematic, and some have been a mixture of both. (Moore 1965: 4) Unmanned aerial vehicles 
(UAVs) or drones, and the free and illegal downloading/streaming of TV shows and movies by 
the public, sometimes referred to as file sharing, are two products of technological evolution and 
two current topics of large focus and centrality. To begin with UAVs, the original purpose of 
drones was as military assets, but recently there has been a new direction they have been heading 
in, namely commercial drones for delivery purposes. Along the lines of the new purpose of 
UAVs, there are many societal and environmental concerns and benefits linked to this, as such it 
is already a central and important topic, and its importance and centrality will only increase in 
the coming years. On the one hand, an example of an environmental benefit of UAVs is that the 
drones have an electric engine, and particularly if combined with recharging through alternative 
energy sources, can significantly decrease the carbon imprint of the delivery industry. 
(Bloomberg News, 2013) Also an example of a societal benefit of drones is the ability to rapidly 
                                                 
2 Moore’s Law, an idea created by Gordon E. Moore in the 1960s, which revolves around the rapid advancement of 
technology and helps explain the spread of technology. 
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and efficiently delivers medicine to people in need of it, due to its speedy delivery capabilities. 
(Bloomberg News, 2013) On the other hand, two examples of societal concerns with regard to 
UAV delivery systems are privacy concerns, with regard to the drones having cameras, and the 
loss of jobs in the delivery industry. (Vijayan, 2013) The public’s large scale illegal 
downloading/streaming of free TV series and movies, has mostly fallen under the category of 
problematic as it is illegal; as such it is also currently a central and important topic, and its 
centrality and importance are likely to only increase with time. This topic has already lead to 
multiple societal conflicts, such as demonstrations and petitions from the public, and lawsuits 
toward the public on behalf of the private sector; yet despite this and its illegal status, it has 
transformed into a societal norm similar to ticket scalping at sports events and concerts. (Tassi, 
2014) 
 
As business studies is highly interconnected with the real world, the centrality and importance of 
drone delivery systems and how to counter the illegal downloading/streaming of TV shows and 
movies by the public is also high in business studies. UAV delivery systems offer businesses a 
new opportunity to cut costs, while also increasing the efficiency of their distribution systems, 
and could be linked to increasing customer satisfaction, and thereby customer retention and 
acquisition. This is seen by, the fact that the delivery drones could potentially deliver a five-
pound package within a 10-mile radius within 30 minutes of the customer’s order. (Bloomberg 
News, 2013) Also, in light of the discovery that there is an increasing demand from customers to 
be able to do their shopping from their couches, particularly in the holiday season. (Bloomberg 
News, 2013) How to deal with the public illegally downloading/streaming movies and TV shows 
is not a new problem to many corporations. The traditional approach to dealing with this issue 
has been with the ‘stick’ mentality, essentially suing the members of the public for their illegal 
activities, as well as many hosts of file sharing sites. (Tassi, 2014) Though this approach has 
proved to be relatively ineffective, considering that it is still considered a societal norm and 
performed on a large scale; as such there is a necessity for businesses to change their method, 
which leaves the ‘carrot’ approach, essentially appealing or enticing the customer away from the 
illegal path. The “carrot or stick” approach refers to an approach, or policy, which offers a 
combination of rewards or punishments, respectively, to encourage specific behavior from the 
customers. Netflix could be seen as having taken the first attempt at this, as instead of offering 
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the purchase or rental of a movie, episode or the season, such as with iTunes. Netflix offered a 
new alternative, by offering access to a large database of movies and TV shows in exchange for a 
subscription fee; yet despite the success of Netflix, many customers still prefer the free, illegal, 
alternative. Amazon has recently developed a new alternative, based around the new product 
Amazon Fire TV; offering access to a large database of games, TV shows and movies in 
exchange for a subscription fee, which makes one a member of Amazon Prime. (Wolverton, 
2014) The difference between the approaches taken by Amazon and Netflix, is that Amazon 
Prime’s subscription fee is slightly cheaper than Netflix; also, bundled with access to the 
database comes two-day shipping service for many products, and in the future possibly access to 
the drone delivery system. (Wolverton, 2014) 
 
Despite the centrality and importance of drone delivery systems and a ‘carrot’ approach to 
counter the illegal downloading/streaming of movies and TV shows by the public, there are 
many gaps in the knowledge and research done on these two topics. With regard to drone 
delivery systems, firstly, there is a lack of research in connection with the qualitative data 
concerning customer perspectives on this topic. Secondly, there is also a gap in the quantitative 
data concerning customer perspectives on drone delivery systems outside of the US, such as in 
Europe, and particularly in Denmark. With regard to how to counter the public illegally 
downloading/streaming of TV shows and movies with a ‘carrot’ approach, essentially how to 
make the legal alternative more appealing to consumers; there is a general lack of research and 
data in both qualitative and quantitative categories. It would be relevant to both the business 
studies field and in the real world, to fill in these gaps in research and data, as it would create 
access to valuable data for companies to base new strategies off of. Additionally, the future 
access to said data would hopefully further minimize conflicts over drone delivery systems and 
deal with conflicts with the public concerning the illegal piracy of movies and TV series. 
 
These two technologies have the potential to have a huge influence on consumer perspectives, as 
such on the business model of Amazon as well; uncovering this will be the focus of the primary 
data of the project. The purpose, essentially the goal, of this project is to fill at least some of the 
gaps in knowledge that were previously mentioned. This will be achieved by focusing on 
Amazon, and Amazon’s implementation of Amazon Fire TV, and the associated services, and 
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the planned use of a drone delivery system, in general and in the context of Denmark. In 
particular how will these two advancements by Amazon affect Amazon’s business model, and 
how effective are the two aforementioned in meeting the needs and pressures of Amazon’s 
environment. Finally, how could Amazon alter or build upon its business model in order to better 
meet the pressures of its environment in the future, particularly in connection with Amazon’s 
two new advancements. This leads to the problem formulation and working questions, which 
address the aforementioned issues.  
 
Problem Formulation: 
How has the combination of the planned use of drones and the implementation of Amazon Fire 
TV, and its related services, affected Amazon’s business model, particularly in Denmark? 
 
Working questions:  
1) How has the combination of the two developed Amazon’s business model canvas, particularly 
in Denmark? 
2) How effective is the combination in meeting the needs and evolution of Amazon’s 
environment, particularly in Denmark? 
3) How could Amazon develop its business model in order to better meet the external forces of 
the environment, particularly in connection with the planned use of drones and the 
implementation of Amazon Fire TV, and its related services? 
4) How could the knowledge gained from this project be applied in general? 
 
This project is broken up into six chapters, the present chapter, namely the project introduction, 
the methodology, the theoretical framework, the analysis and discussion, the project conclusion, 
and finally the future perspectives. The methodology chapter contains the research strategy 
section, processes, or techniques section, by which the project’s findings were gathered, and the 
reliability and validity section of the said processes; as well as discussing the secondary sources 
used in the project. The theoretical framework chapter contains the framework of the techniques 
used for the analysis of the data in the project. The representation and discussion of the data will 
be in one single chapter, namely the analysis and discussion chapter, which answers the four 
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working questions, as well as presenting the framework, previously discussed, filled in with the 
gathered data. Next, the project conclusion chapter contains the overall conclusion of the project. 
Finally, the future perspectives chapter contains the possible topics of future research that could 
build upon this project. 
 
 
2) Methodology 
 
2.1) Introduction: 
 
In this chapter, the research strategy will be introduced and its relevance to the project as well as 
how it will be implemented in the later part in the analysis and discussion chapter. More 
importantly, an introduction of the methodology of both the collected data and the analysis of 
that data, or how the data will be analyzed will also be described. Finally, the validity and 
reliability of both the first hand sources as well as the entirety of the project will be addressed.  
 
2.2) Research Strategy - ANT: 
 
The approach of the Actor-Network Theory (ANT) is utilized as the research strategy in the 
project, with the term “actor-network” being first coined by Michel Callon in 1982. (Latour, 
1990) This approach is primarily based on the works of the main contributors such as Bruno 
Latour and his colleagues (Michel Callon, Antoine Hennion, and John Law). This “theory”, 
which is more of a research strategy and methodological approach, that is utilized will be 
defined, and its relevance will be outlined in the following section, as well as a further 
elaboration and its relation to the project, which will be illustrated in the analysis and discussion 
chapter. 
 
As defined by Law in one of his works, Actor Network Theory and Material Semiotics, the ANT 
approach is “like other material-semiotic approaches, which describes the enactment of 
materially and discursively heterogeneous relations that produce and reshuffle all kinds of actors 
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including objects, subjects, human beings, machines, animals, ‘nature’, ideas, organizations, 
inequalities, scale and sizes, and geographical arrangements” (Law, 2007: 2). As Law suggests, 
ANT supports a socio-philosophical approach in which human and nonhuman factors are 
brought together in the same analytical view. The main task of research is to develop and find the 
associations that make the phenomenon under study, which is the network of Amazon that makes 
up their business model, as well as the environment in which Amazon operates in; particularly 
the effect of the implementation of a drone deliver system and Amazon Fire TV on said 
networks, an actual practice. Furthermore, researchers pay attention to the variations, extensions, 
reductions, and transformations that the previously mentioned phenomena may undergo, and in 
this way, the research identifies how it is shaped over time. (Revellino, S, and Mouritsen, J, 
2009) 
 
This approach first originated in regards to the studies of the sociology of science and 
technology, however, it now encompasses other approaches such as a relational perspective 
between the two main factors (human and nonhuman actors) that are said to constitute a set 
network. The theoretical framework describes the world as a network with both social and 
technological associations, or rather the consequential effects of the relation and association 
between human and non-human actants, respectively. Additionally, ANT “advocates that these 
networks are essentially results reached when different heterogeneous actors are gathered 
together. As such, the ANT approach, suggests that things take form and acquire attributes as a 
consequence of their relations with others” (Hasarrd, J, and Alcadipani, R, 2010). 
 
To avoid any confusion, the definition of both an actor/actant (these two words will mean the 
same thing) and network, as described in Latour’s work in 2005, Reassembling the social: an 
introduction to actor-network theory, will be defined to have a further understanding of these 
words that are contributed to ANT. An actor, or actant, which includes, e.g. a person, group, 
material object, idea, thing, animal, plant, etc., is something that acts, or also to which others 
establish activity. An actor can be considered to be a complex ‘network’ in its own right (same as 
saying, everything is important). Furthermore, the term actant can be “any agent, collective, or 
individual” that can, intentionally or unintentionally, “associate or disassociate with other 
agents” (Latour, 2005: 7). In turn these actants “enter networked associations” which essentially, 
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“define them and provide them with substance, action, intention, and subjectivity” (Ritzer 
Encyclopedia, 2004: 3). 
 
On the other hand, a network, which also includes, a person, group, material object, idea, thing, 
animal, plant, etc., is rather a “collaborative association of numerous actors that leave a physical 
trace, such a trace is made noticeable by conflict/controversy, flows of translation, labor, effort, 
movement and production” (Latour, 2005: 8). Moreover, “networks are processual, built 
activities, performed by the actants of which are composed”, and analytically speaking, ANT 
delves into the ways which “networks overcome resistance and strengthen internally, how they 
form and come into being, how they maintain the different actants and hold their durability 
within the network, and how they become functional” (ibid: 12). 
  
“ANT claims that it is possible to trace more sturdy relations and discover more revealing 
patterns by finding a way to register the links between unstable and shifting frames of reference 
rather than by trying to keep one frame stable” (ibid: 24). In other words, “ANT is a conceptual 
frame for exploring collective socio technical processes, whose spokespersons have paid 
particular attention to science and technologic activity. ANT privileges neither natural (realism) 
nor cultural (social constructivism) accounts of scientific production,” but rather “asserting that 
science is a process of heterogeneous engineering in which the social, technical, conceptual, and 
textual are puzzled together and translated (or transformed)” (Ritzer Encyclopedia, 2004: 5-6). 
As will be mentioned, ANT theorists “describe networks by ‘following the actor’ into 
translations” (Law, 2007: 5). Therefore, the actor-network offers some kind of “historical 
perspective because otherwise it is not easy to see how action unfolds and how phenomena or 
elements change and develop” (Revellino, S, and Mouritsen, J, 2009: 3). 
   
In order to understand possible complex networks or situations, ANT rejects any separation of 
human and nonhuman, social, and technical elements. (Law, 2007 ; Hasarrd, J, and Alcadipani, 
R, 2010) As the main contributors have often discussed that ANT is more of a method as it is a 
theory, however, the word “theory” is still retained to this day, nevertheless, for the purpose of 
the project it will be used as a research strategy. (Latour, 2005; Law, 2007) 
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Moreover, to treat the human and nonhuman actors impartially, ANT is based on three 
methodological principles: agnosticism, general symmetry, and free association. First, 
agnosticism, as suggested by Latour (2005) and Law (2007) which “advocates abandoning any a 
priori assumptions of the nature of networks, casual conditions, or the accuracy of actant’s 
accounts”. In other words, this means that this approach offers no distinction or difference 
between the actors and actants within a set network. Second, the principle of generalized 
symmetry, proposes a “single explanatory frame when interpreting actants”, be it nonhuman or 
human. The third and final of the three methods is free association, which “advocates 
abandoning any distinction between the natural and social phenomenon”, essentially meaning 
that there is no such idea as the “natural world” and the “social world” as separate worlds, but 
rather, in essence, it is in fact only one world in which we live in. In brief, these three principles 
show that there is no distinction in approach with the social, natural, and technological actors. 
 
For example, when talking about mobile phones, we can wonder which parts result from social 
interactions and which parts result from technology. It would seem difficult to differentiate the 
technical aspects from the way a software development team, responsible for the technique and 
design of the mobile phone, is influenced by their socio-cultural background. Therefore, what 
seems to be social is partially technical, and what seems to be technological, is partially social. 
Instead of approaching the human and nonhuman actors (actants) in a given network as separate 
entities, rather they are, in fact, alike and linked through their relational effects they have upon 
one another (Dalwick, 2009). 
  
As mentioned before, ANT “does not differentiate between the science (knowledge) and 
technology (artifacts)”. Instead, ANT develops a “relational materiality”, which “presupposes 
that all entities achieve significance in relation to others” and “science is a network of 
heterogeneous elements realized within a set of diverse practices” (Ritzer Encyclopedia, 2004: 
7). 
  
The emphasis is on explaining their associations with one another, including inequalities and 
power relations, rather than on using such phenomena as mere explanations. (Dalwick, 2009) 
ANT offers explanations that are based on analysis of the effects of the relations among different 
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types of entities. The ultimate aim of actor-network theory is to reassemble the social through 
detailed studies of all the elements and connections that come together to produce whatever 
phenomena are being studied. (Bosco, 2010) The main use of the theory is to examine the 
different ways in which networks are composed of, how they compete with other networks, how 
they come into being and emerge, how they are maintained and constructed, and how they are 
made more durable over time, and this will be modeled concerning Amazon. (Latour, 1990) 
 
2.3) Method of Data Collection: 
 
The philosophical approach in this project will be a mixed of both social constructionism and 
positivism, even though the two approaches have conflicting and different epistemological and 
ontological viewpoints, the combination of the two will help create and understand the overall 
business model canvas with the nine building blocks as well as the environmental analysis in 
both micro and macro levels. The approach of social constructionism is concerned with the 
nature of knowledge and how it is created, and views society as existing both as objective and 
subjective. (Andrews, 2012) Rather than looking at the society as a collective whole, as is the 
case with a positivist viewpoint, it looks and observes at the individual perspective as a 
relativistic viewpoint, as mentioned before, from a micro level standpoint. This is achieved 
through the use of only qualitative data; the semi-structured interviews that were conducted from 
the various regions where Amazon is based in such as in North America, Europe, and Asia. As 
one of the main focuses is the understanding and gathering of the customers’ reactions and 
feelings towards the two features that are and will be implemented by Amazon; which is the 
Amazon Fire TV and the drone delivery system, respectively. Therefore, the customers’ 
perspectives are constructed through the various cultural, societal, technical, and empirical 
influences that help shape their understanding of reality, and as a result these features and 
services of Amazon. The customer segments that the data will be gathered from are the specific 
regions of which the company is based in as mentioned before. Since those “constructed” values 
are different in one region from the other, it will be interesting to analyze and understand why 
there is such a difference between the various customer segments that Amazon has based the 
company; as this will be achieved through the findings and data from the first hand sources.  
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It is important to note that the socially constructed, individual’s perspectives, gathered and 
examined are that from a micro level, and only with the mixed use of the positivist approach, the 
data collection can be examined from a macro level. The positivist approach looks to observe 
everything that happens without separating its reality and its respective appearance, implying an 
objectivist ontological standpoint. (Jakobsen, 2013) Therefore, it is used to generate a 
hypothesis, and test it through direct observation. With the use of the quantitative data collected 
from the survey, the main focus is testing facts and the key trends that are generated from the 
results from the respondents of the survey. As opposed to looking at the individual’s feelings and 
reactions towards the features, the positivist examines the collective understanding through the 
testing of the facts and the various key trends. As it is based on objective evidence, the 
combination of these two approaches, the collective “constructed” perspectives of the customers, 
thus making the results become replicable and generalizable as opposed to separating the 
customer’s experiences from “actual” reality. (Jakobsen, 2013) It is important to note that the 
data collected from the first hand sources, the semi-structured interviews, will be qualitative data 
as opposed to the quantitative data gathered from the surveys. The importance of combining 
these two approaches, even though conflicting, will later help create the business model canvas, 
that will be simplified with the use of the nine building blocks as well the environmental 
analysis, of which will be examined and further explained in the analysis and discussion chapter.  
 
The data collection will be a mixed use of qualitative and quantitative data; of which the first 
hand sources consisted of 5 semi-structured interviews conducted with customers of Amazon; 2 
of the interviewees located in North America, 2 other interviewees located in Denmark, and the 
last interviewee located in Asia, of which all can be found in the Appendix as well as the survey 
titled Amazon.com Survey. This first hand data consisted of both qualitative and quantitative data 
that will be collected in this project. The second hand sources consisted of 2 additional surveys, 7 
newspaper articles, 4 e-books on the research strategy, ANT, by the main contributors of that 
strategy as well as 5 articles complementary to the books, several articles and financial 
statements from websites on Amazon’s business strategy, a book on the business model of 
Amazon from 2006 called the Business Model Generation by Osterwalder and Pigneur; of which 
provided the business model canvas with the nine building blocks as well as the environmental 
analysis of the business model.  
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The first article is from the International Directory of Company Histories, and is titled 
Amazon.com, Inc. History, the second article is from Bloomberg News titled Amazon tests 
drones for same day parcel delivery, says Bezos, the third is an ABC News article titled Amazon 
Prime Air, Sushi Delivery, and other ways drones may be used, the fourth article is from the 
Columbus Dispatch titled Technology: Amazon’s Fire TV has pluses, but wait till shortcomings 
fixed, the fifth is from Engadget, a website article covering cutting-edge devices and technology, 
titled Amazon Fire TV's voice search expands to cover Hulu Plus and Showtime, but not Netflix , 
the sixth is from Forbes titled Whatever Happened To The War On Piracy?, and the seventh is 
from ComputerWorld titled Perspective: Privacy Concerns Could Keep Amazon Delivery 
Drones Grounded.  
 
The first book on the research strategy, ANT, is from Bruno Latour’s 1990, On actor-network 
theory. A few clarifications plus more than a few complications. The second is another work of 
Latour’s from 2005 titled Reassembling the social: an introduction to actor-network theory. The 
third book is from Michel Callon’s 1986 book, “The Sociology of an Actor-Network: The Case of 
the Electric Vehicle.” In Mapping the Dynamics of Science and Technology: Sociology of 
Science in the Real World, and the final book related to the research strategy is from John Law’s 
2007, Actor network theory and material semiotics. The articles that were used as 
complementary to these aforementioned books for the research strategy were first from Silvana 
Revellino and Jan Mouritsen titled The Multiplicity of Controls and the Making of Innovation, 
second from John Hassard and Rafael Alcadipani 2010 titled Actor Network Theory, third from 
J.S. Dolwick titled The Social’ and Beyond: Introducing Actor-Network Theory, fourth from 
Fernando Javier Bosco’s 2010 titled Actor Network Theory, and finally from the 2004 Ritzer 
Encyclopedia titled Actor Network Theory. 
 
As one of the main focuses of the project will be looking at the customer’s perspectives towards 
these two new features that Amazon introduced, Amazon Fire TV and the future planned use of 
the drone delivery system, coupled with their “constructed” view concerning the illegal online 
piracy of movies and TV series. The primary method of data collection will be the 5 semi-
structured interviews conducted with customers of Amazon that are located in North America, 
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Europe, as well as Asia, in order to compare and contrast their different experiences with the 
company and analyze how their perspectives can influence the overall business model of the 
company. It is key to interview at least one customer from each separate region or area, mainly 
because, as previously mentioned, the company is now based in those continents, and continually 
spreading to include more regions. More importantly is their different perspectives, reactions, 
and feelings towards these two new features, which will be further elaborated during the analysis 
and discussion chapter. 
 
Our strategy in developing this empirical material can be summarized as follows. The interview 
will be designed to first begin with the self-introduction as well as brief background knowledge 
of the interviewee, such as their age, nationality, and profession. Second, an introduction of the 
topic under investigation to the interviewee and presentation of the two features in order to 
understand their perspective of the situation, but more importantly the implementation of drone 
delivery and the Amazon Fire TV and its related services, which includes Amazon Prime. The 
questions were directed to see how familiar the interviewee was with Amazon and if he/she was 
a frequent customer. Also, questions were posed to understand how often they downloaded or 
streamed online TV series or movies for free, rather than purchasing a subscription fee, for 
example with iTunes or Netflix, for those TV series or movies instead of that illegal activity. 
Furthermore, they were asked how they felt about the idea of Amazon Fire TV and its related 
services, and whether they would choose that option instead of streaming or downloading online. 
Also, an appeal scale of 1-10 was used as a measurement to rate the different options for, Netflix 
membership, purchasing from iTunes, Amazon Fire TV and a Prime membership. Finally, other 
questions were more open-ended questions to allow the interviewees to further explain and 
express their overall thoughts and feelings towards the implementation of Amazon Fire TV and 
the drone delivery system, or any other issues they might have encountered with Amazon.  
 
It is also important to discuss the validity and reliability of the semi-structured interviews. The 
validity falls into three categories, content validity, empirical validity, and construct validity. 
(Trochim 2006) The content validity of the semi-structured interviews was very high, as the 
issues being measured and examined were planned in advance with direct connection to the 
focus of the project, namely the customer’s perspectives. (Colorado State University 2014) The 
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empirical, or predictive, validity of the semi-structured interview was also very high. (Nachmias 
1996: 166)  As the predicted results based on the external criterion was accurate, seen from an 
example such as how people tend to prefer bundled goods and services ‘as you get more bang for 
your buck’, which was predicted beforehand based on external criterion. (ibid) Finally, the 
construct validity of the semi-structured interview was similarly very high; as the interviews 
strong connection to the theoretical framework was pre-planned, particularly with regard to key 
trends in the environment and customer segments, customer relationships, channels and value 
propositions in the business model. (Colorado State University 2014) As for the reliability of the 
semi-structured interviews, the parallel-forms technique is utilized to test the reliability, which is 
shown to be high. (Trochim 2006) Sending the interviewees the survey and comparing their 
answers did this. Although it is harder to judge with qualitative research, the answers that could 
be aligned matched completely; this could have been because they received the survey after the 
interview so their answers were fully formed and well thought out going into the survey. 
 
The other method of data collection will be through an online survey in order to further collect 
and understand Amazon’s customer’s perspectives on the drone delivery and Amazon Fire TV. 
The survey was built to ask questions regarding those two features and to recognize the 
familiarity of the respondents towards the company itself. Similar to the semi-structured 
interview questions, the survey starts with the general and brief background information of the 
respondent, such as their age, nationality, and their country of residence. Most questions were 
either a “yes” or “no” answer. While others were designed to understand how familiar each 
respondent was with downloading or streaming online TV series or movies for free and how 
frequently they did so, as opposed to buying an annual subscription fee with Amazon Prime. 
Furthermore, other questions in order to understand if an Amazon Prime membership and its 
related services is a ‘better’ or ‘good’ alternative to the online streaming. Among other things, 
this approach of buying an Amazon Prime membership was compared to a Netflix subscription. 
 
It is also important to address the survey’s validity and reliability. Like the content validity of the 
interviews, the surveys content validity was very high. This is due to the in depth pre-planning of 
the issues being measured and examined to be centered on the project. (Colorado State 
University 2014) The empirical, or predictive, validity of the survey was also very high. 
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(Nachmias 1996: 165-166) As the predicted results based on the external criterion was accurate, 
seen from an example such as how the majority of interviewees regularly streamed/downloaded 
movies and TV shows for free, which was predicted beforehand based on external criterion. 
(ibid) Similarly to the interviews, the survey has a high level of construct validity, as the strong 
connection with the theoretical framework was planned in advance; and is especially strong in 
connection with key trends in the environment and customer segments, customer relationships, 
channels and value propositions in the business model. (Colorado State University 2014) As for 
the survey’s reliability, the test-retest method was utilized was a sample group of 10 of the total 
survey respondents. (Statistics.com 2014) To begin with, on average, for the sample group, there 
were roughly 5 changed answers per respondent. The standard deviation for the changed answers 
for the average survey respondent for this project was approximately 4. As such for the average 
survey respondent’s, for this project’s survey, between roughly 1 to 9 of their answers will 
change. In conclusion, the survey has roughly a 78,8% reliability; in other words replicability, 
meaning if another researcher was to attempt to replicate the survey they would be able to 
achieve approximately 78,8% of the same responses, in perfect conditions. Though it is also 
important to note that the test-retest method in many cases may overestimate or underestimate 
reliability. (Nachmias 1996: 172) Also, available in the Appendix as figure 11 is a picture of the 
math connected to the survey’s reliability. 
 
On the note of reliability and validity, it is also important to address these with regard to the 
entirety of the project. As for the validity with regard to this, there are two categories, internal 
validity and external validity. (Haisler 2011: 46) The internal validity of the project deals with its 
credibility, the purpose is to see if what was intended was actually measured. (ibid: 46-47) In the 
case of this project the internal validity was high, as the gap and the goals, as previously 
mentioned in the introduction, were the focus of the project and addressed. The external validity 
of the project on the other hand deals with its generalizability, which in the case of this project 
the external validity was high. (ibid) Finally, as previously mentioned, reliability deals with 
replicability. (ibid) The project’s overall reliability is high, due to the reliability of the survey and 
interviews, although as previously noted, it is extremely difficult to “‘freeze’ the social setting 
and the specific circumstances” (ibid) for qualitative research. 
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The semi-structured interviews and the survey is our attempt to fill in the gap in regards to the 
lack of qualitative and quantitative data, respectively, concerning both the customers 
perspectives on the implementation of the drone delivery and Amazon Fire TV, mainly outside 
of the US, such as in Europe, and most particularly in Denmark. Moreover, if this “carrot” 
approach is a feasible and reasonable way to counter the illegal downloading and streaming of 
TV shows and movies, however, it is not claimed to completely fill in that gap with such data. 
While on the one hand, the first hand sources will be targeting the various customer perspectives 
and how it influences the business model of Amazon in general. On the other hand, the second 
hand sources will be looking at the business model itself, in particular how will these two 
advancements affect Amazon’s business model, and how effective are the two aforementioned in 
meeting the needs and pressures of Amazon’s environment. Finally, how could Amazon alter or 
build on its business model in order to better meet the pressures of its environment in the future, 
particularly in connection with Amazon’s two new advancements.  
 
2.4) Method of Data Analysis: 
 
The first hand sources, or the primary data, will be used to specifically look at the customers’ 
perspectives on the implemented uses of the Amazon Fire TV as well as its related services and 
the future drone delivery system. Moreover, this will provide a more in depth analysis of how 
these two services and features will fit in to the overall business model and possibly how they 
can change it accordingly with the customers’ perspectives. As the semi-structured interviews 
that are conducted will be with interviewees from different regions where Amazon is based in 
order to investigate the different customer’s reactions and feelings towards the aforementioned 
features and its related services. Each region will have different perspectives and feelings 
towards the specific features that Amazon is offering as well as the company as a whole. 
Additionally, with regards to the pressures of the environment, how these two features will be 
met in regards to the environment and the specific forces that make up the business environment, 
and also, specifically how to investigate the environment surrounding the company itself. It is 
important to note that in order to do such an environmental analysis, the analysis and 
understanding of the customer’s perspectives on these two features and related services must 
come first, from the semi-structured interviews as well as the survey as first hand sources. 
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For the data analysis, the second hand sources, or the secondary data, such as the collection of 
financial statements from Amazon and previously created business model canvases of Amazon 
will be used to fill in the business model of Amazon. This will be used to create updated and new 
building blocks for the business model canvas as well as the environmental analysis of the 
company. Additionally, in one of the books used as a second hand source, the Business Model 
Generation by Osterwalder and Pigneur, in which it describes and gives an illustration of the 
specific nine building blocks of the business model canvas of the company Amazon in the year 
2006. Therefore, it will be useful when establishing the new business model canvas to compare 
and contrast the differences, or possibly the similarities between the two business model 
canvases. From this, one can visually observe the evolution of Amazon’s business model, and in 
which specific building block whether it did change over time. Moreover, with particular focus 
with the two features that Amazon implemented such as the Amazon Fire TV and its related 
services, and the future planned drone delivery system and in which building blocks they belong. 
Also, in regards with the environment, there will be a further in depth investigation and analysis 
of how the combination of these two new features will affect Amazon’s environment, more 
specifically; the key trends, industry forces, market forces, and macroeconomic forces. It is 
important to first understand the environment before attempting to understand how effective 
Amazon’s two new features and services are in meeting the environments needs and forces. It is 
also important to have an understanding of the environment before attempting to improve the 
business model in relation to it, and these are in relation to the second and third working 
questions; which are to recap, how effective is the combination in meeting the needs and 
evolution of Amazon’s environment, particularly in Denmark and how could Amazon develop 
its business model in order to better meet the external forces of the environment, particularly in 
connection with the planned use of drones and the implementation of Amazon Fire TV, and its 
related services? 
 
 
3) Theoretical Framework: 
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3.1) Introduction: 
 
In this chapter, the theoretical framework for the project will be laid out, which consists of two 
sections, the environmental analysis and the business model canvas. These were both created by 
Alexander Osterwalder, Yves Pigneur and 470 other minor collaborators in 2008, and presented 
in the book “Business Model Generation”. The framework of these two techniques will be 
outlined in the following sections, and later, in the analysis and discussion chapter, the findings 
will be analyzed using the frameworks presented in this chapter. 
 
It is important to note that the business model canvas and its environment analysis, despite being 
relatively new, has received a large amount of support and has been actively utilized. One of the 
creator’s was published in Harvard Business Review Blog Network, concerning the model and 
was met with wide support. (Osterwald 2013) The techniques have also received enthusiasm and 
a positive review in the reputable business magazine Forbes. (Greenwald 2012) The models are 
even taught in university business programs, such as at Copenhagen School of Design and 
Technology (KEA) in an e-Business technologies course. Finally, the models have even made 
their way to the television show Shark Tank, particularly in the fourth and fifth seasons; where 
the building blocks of the business model canvas and the four aspects of the environment 
analysis, are frequently used by ‘the sharks’, such as Mark Cuban, in negotiations on the show.  
 
3.2) Business Model Canvas: 
 
The definition of a business model “is nothing else than a representation of how an organization 
makes (or intends to make) money” (Osterwalder 2007), and the business model canvas is 
described by its creators as, “a shared language for describing, visualizing, assessing and 
changing business models” (Heming 2013: 4). The business model consists of nine building 
blocks; customer segments (CS), value propositions (VP), channels (CH), customer relationships 
(CR), revenue streams (R$), key resources (KR), key activities (KA), key partnerships (KP) and 
cost structure (C$). (Osterwalder and Pigneur 2010: 16-17) As previously mentioned, the 
business model canvas is attached in the Appendix as Figure 2. The business model canvas is 
extremely relevant to this project, particularly with regard to the first and third working 
Amazon: Navigating the Jungle of a Business    Business Studies 
Brett McIntosh Theroux & Tarik Rais El Fenni 
 22 
questions. First, in connection with the first working question, it is useful in breaking down 
Amazon into a simple understandable model, which is necessary in order to understand how 
Amazon’s two new features affected Amazon’s business model. Also, it is helpful in carefully 
examining the new features, as in which block they fit in and an analysis of them in their block. 
Second, with regard to the third working question, by using the business model canvas it 
becomes more simple and comprehensible to see what viable options there are with regard to 
improving the appeal of the two new features and Amazon’s business model. 
 
First to address CS, this building block, the Customer Segments, addresses, and lists, which 
different groups of people or organizations a company targets to reach and serve. (Osterwalder 
and Pigneur 2010: 20) One can see that “customer groups represent different segments if; their 
needs require and justify a distinct offer, they are reached through different Distribution 
Channels, they require different types of relationships, they have substantially different 
profitabilities (and/or) they are willing to pay for different aspects of the offer” (ibid). Customer 
Segments can be classified into categories, five examples are; “Mass market, Niche market, 
Segmented, Diversified (and) Multi-sided (or multi-sided markets)” (Heming 2013: 7). The first 
type is when the business does not create different customer segments. (Osterwalder and Pigneur 
2010: 21) Niche markets are when the business caters to a customer segment that is very 
specific, specialized, well defined and generally small (Business Dictionary 2014). The third 
type is when different segments of the market, with slightly different necessities and issues, are 
identified by a business. Diversified is when the business “serves two unrelated Customer 
Segments with very different needs and problems” (Osterwalder and Pigneur 2010: 21). The 
final type is when two independent customer segments or more are served by a business. (ibid) 
 
The second block is VP; “The Value Propositions Building Block describes the bundle of 
products and services that create value for a specific Customer Segment” (ibid: 22). Some 
important questions to ask in relation to the VP are, “What value do we deliver to the customer? 
Which one of our customer’s problems are we helping to solve? Which customer needs are we 
satisfying? What bundles of products and services are we offering to each Customer Segment?” 
(Rudbeck 2013: 20) Some examples of numerous features related to value creation for customers 
are, “value creation through… newness, performance, customization, ‘getting the job done’, 
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design, brand/status, price, cost reduction, risk reduction, accessibility (and) 
convenience/usability” (Heming 2013: 9).  
 
CH is the third block in the business model, “The Channels Building Block describes how a 
company communicates with and reaches its Customer Segments to deliver a Value Proposition” 
(Osterwalder and Pigneur 2010: 26). Also, “Channels serve several functions, including; raising 
awareness among customers about a company’s products and services, helping customers 
evaluate a company’s Value Proposition, allowing customers to purchase specific products and 
services, delivering a Value Proposition to customers (and) providing post-purchase customer 
support” (ibid). Important questions to ask with regard to CH are, “Through which Channels do 
our Customer Segments want to be reached? How are we reaching them now? How are our 
Channels integrated? Which ones work best? Which ones are most cost-efficient? How are we 
integrating them with customer routines?” (Rudbeck 2013: 21) There are also, direct channels, 
such as “sales force, own stores (and) e-commerce” (Heming 2013: 11) and indirect channels, 
such as “wholesaler (and) partner stores” (ibid). Also, there are five phases for channels, and the 
different channels can be categorized under more than one phase. (ibid: 12) The five distinct CH 
phases are, awareness, evaluation, purchase, delivery and after sales; an overview of the CH 
phases and types can be seen in the Appendix as Figure 4. 
 
The fourth block is CR, which discusses a business’ establishment of the different forms of 
relationships with certain customer segments. (Osterwalder and Pigneur 2010: 28) Also, the 3 
main motivations behind customer relationships are, “customer acquisition, customer retention 
(and) boosting sales (upselling)” (Heming 2013: 14). The important questions with regard to CR 
are, “What type of relationship does each of our Customer Segments expect us to establish and 
maintain with them? Which ones have we established? How costly are they? How are they 
integrated with the rest of our business model?” (Rudbeck 2013: 22) “We can distinguish 
between several categories of Customer Relationships, which may co-exist in a company’s 
relationship with a particular Customer Segment: personal assistance… is based on human 
interaction; dedicated personal assistance… involves dedicating a customer representative 
specifically to an individual client; self-service… maintains no direct relationship with 
customers; automated services… mixes a more sophisticated form of customer self-service with 
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automated processes; communities… utilizing user communities to become more involved with 
customers/prospects and to facilitate connections between community members; co-creation… to 
co-create value with customers” (Osterwalder and Pigneur 2010: 29). 
 
R$ is the fifth block in the business model, firstly earnings are found by subtracting costs from 
revenue; this block discusses the different streams of cash to a company from the different 
customer segments. (ibid: 30) Also, “a business model can involve two different types of revenue 
streams: transaction revenues resulting from one-time customer payments; recurring revenues 
resulting from ongoing payments to either deliver a Value Proposition to customers or provide 
post-purchase customer support” (ibid). The important questions in connection with R$ are, “For 
what value are our customers really willing to pay? For what do they currently pay? How are 
they currently paying? How would they prefer to pay? How much does each Revenue Stream 
contribute to overall revenues?” (Rudbeck 2013: 23) “There are several ways to generate 
Revenue Streams: asset sale… derives from selling ownership rights to a physical product; usage 
fee… is generated by the use of a particular service; subscription fees… is generated by selling 
continuous access to a service; lending/renting/leasing… is created by temporarily granting 
someone the exclusive right to use a particular asset for a fixed period in return for a fee; 
licensing… is generated by giving customers permission to use protected intellectual property in 
exchange for licensing fees; brokerage fees… derives from intermediation services performed on 
behalf of two or more parties; advertising… results from fees for advertising a particular 
product” (Osterwalder and Pigneur 2010: 31-32). Also, it is possible that there could be different 
pricing mechanisms for each revenue stream, of which there are two key types dynamic and 
fixed pricing. (ibid: 33) An overview of pricing mechanisms is available in the Appendix as 
Figure 5. 
 
The sixth building block is KR, this lists what is necessary to make a business model function in 
terms of the vital assets. (ibid: 34) It is also important to note that “key resources can be: 1) 
physical, 2) financial, 3) intellectual, 4) human” (Heming 2013: 18). Said key resources can 
either be acquired through a company’s key partners, or can be leased or owned by the company. 
(Osterwalder and Pigneur 2010: 34) The important questions with regard to KR are, “What Key 
Resources do our Value Propositions require? Our Distribution Channels? Customer 
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Relationships? Revenue Streams?” (Heming 2013: 17) The physical “includes physical assets 
such as manufacturing facilities, buildings, vehicles, machines, systems, point-of-sales systems, 
and distribution networks” (Osterwalder and Pigneur 2010: 35). The intellectual includes 
“brands, proprietary knowledge, patents and copyrights, partnerships, and customer databases are 
increasingly important components of a strong business model” (ibid). The human, on the other 
hand are at every company, “but people are particularly prominent in certain business models” 
(ibid). The financial includes “financial resources and/or financial guarantees, such as cash, lines 
of credit, or a stock option pool for hiring employees” (ibid). 
 
The next building block, the seventh, is KA, this lists the key activities, or actions, that a 
business performs in order to make its business model function. (ibid: 36) The important 
questions in connection with KA are, “What Key Activities do our Value Propositions require? 
Our Distribution Channels? Customer Relationships? Revenue Streams?” (Heming 2013: 19) It 
is important to note that the KA can be categorized into three groups: “1) production, 2) problem 
solving (and) 3) platform/network” (ibid: 20). Production relates “to designing, making, and 
delivering a product in substantial quantities and/or of superior quality” (Osterwalder and 
Pigneur 2010: 37). Problem solving relates “to coming up with new solutions to individual 
customer problems” (ibid). As for the third category, “networks, matchmaking platforms, 
software, and even brands can function as a platform” (ibid). 
 
KP is the eighth building block in the business model, this deals with identifying and listing the 
infrastructure of partners and suppliers that are necessary to make a business model operate. 
(ibid: 38) Also, there are “four different types of partnerships: 1) strategic alliances with non-
competitors; 2) coopetition - partnership between competitors; 3) joint ventures to develop new 
businesses; 4) buyer-supplier relation to assure reliable supplies” (Heming 2013: 22). The key 
questions to ask with regard to KP are, “Who are our Key Partners? Who are our key suppliers? 
Which Key Resources are we acquiring from partners? Which Key Activities do partners 
perform?” (ibid: 21) It is important to note that, “it can be useful to distinguish between three 
motivations for creating partnerships: optimization and economies of scale, reduction of risk and 
uncertainty, (and) acquisition of particular resources and activities” (Osterwalder and Pigneur 
2010: 39). 
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C$ is the ninth and final building block in the business model, which lists all the costs that will 
be accrued when the business model is operating. (ibid: 40) The important questions to ask with 
regard to C$ are, “What are the most important costs inherent in our business model? Which Key 
Resources are most expensive? Which Key Activities are most expensive?” (Heming 2013: 23) 
For cost structure, there is “two broad business model categories: 1) cost-driven (and) 2) value-
driven” (ibid: 24), and also, many companies are in between the two categories. Also, “Cost 
Structures can have the following characteristics: fixed costs, variable costs, economies of scale, 
(and) economies of scope” (Osterwalder and Pigneur 2010: 41). Finally it is important to 
acknowledge the interconnectivity of the nine building blocks, which is clear after reviewing 
them individually, but two visually illustration are available in the Appendix as Figures 6 and 16, 
which is particularly visually expressive. 
 
3.3) Business Model Environment Analysis: 
 
The second and final technique used in the project is the business model environment analysis. 
This technique focuses on the environment of the business model, particularly four aspects; 
industry trends, key trends, market forces and macro-economic forces. The purpose is to 
understand the business’ environment’s context, design drivers and constraints; in order to 
understand how to develop the business model in order to minimize conflict with the 
environment,  as well as how to develop the business in the future, to maintain or gain success. 
(Osterwalder 2009) Simply put, “Business models are designed and executed in specific 
environments. Developing a good understanding of your organization’s environment helps you 
conceive stronger, more competitive business models” (Osterwalder and Pigneur 2010: 200). 
The basic outline of the technique is shown in figure 3. The business model environment 
analysis, similarly to the business model canvas, is also vital to the project, particularly in 
connection with the second and the third working questions. With regard to the second working, 
it is important to first understand the environment before attempting to understand how effective 
Amazon’s two new features are in meeting the environments needs and forces. In relation to the 
third working question, it is again important to have an understanding of the environment before 
attempting to improve the business model in relation to it. 
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The first of the four aspects that make up the business’ environment to be discussed, is market 
forces. Within market forces there are five categories to address; market issues, market segments, 
needs and demands, switching costs, and revenue attractiveness. (Daly 2011) With regard to 
market issues, it “identifies key issues driving and transforming your market from Customer and 
Offer perspectives” (Osterwalder and Pigneur 2010: 202). The main questions in connection with 
market issues are, “What are the crucial issues affecting the customer landscape? Which shifts 
are underway? Where is the market heading?” (ibid) The second category, market segments 
“identifies the major market segments, describes their attractiveness, and seeks to spot new 
segments” (ibid). In connection with market segments the main questions are, “What are the 
most important Customer Segments? Where is the biggest growth potential? Which segments are 
declining? Which peripheral segments deserve attention?” (ibid) The third category, needs and 
demands “outlines market needs and analyzes how well they are served” (ibid). The main 
questions to ask with regard to needs and demands are, “What do customers need? Where are the 
biggest unsatisfied customer needs? What do customers really want to get done? Where is 
demand increasing? Declining?” (ibid) Switching costs, the fourth category, “describes elements 
related to customers switching business to competitors” (ibid). With regard to switching costs the 
main questions to ask are, “What binds customers to a company and its offer? What switching 
costs prevent customers from defecting to competitors? Is it easy for customers to find and 
purchase similar offers? How important is brand?” The final and fifth category, revenue 
attractiveness “identifies elements related to revenue attractiveness and pricing power” (ibid). 
The main questions to ask are in connection with revenue attractiveness are, “What are 
customers really willing to pay for? Where can the largest margins be achieved? Can customers 
easily find and purchase cheaper products and services?” (ibid) A picture of an example of a 
breakdown of market forces is attached in the Appendix as figure 7. 
 
The second of the four aspects to be discussed, is industry forces, which also consists of five 
categories; competitors (incumbents), new entrants (insurgents), substitute products and services, 
suppliers and other value chain actors, and stakeholders. (Daly 2011) To begin with, the 
competitors (incumbents) category “identifies incumbent competitors and their relative 
strengths” (Osterwalder and Pigneur 2010: 204). The main questions to ask in connection with 
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competitors (incumbents) are, “Who are our competitors? Who are the dominant players in our 
particular sector? What are their competitive advantages or disadvantages? Describe their main 
offers. Which Customer Segments are they focusing on? What is their Cost Structure? How 
much influence do they exert on our Customer Segments, Revenue Streams, and margins?” 
(ibid) The second category, new entrants (insurgents) “identifies new, insurgent players and 
determines whether they compete with a business model different from yours” (ibid). With 
regard to new entrants (insurgents) the main questions to ask are, “Who are the new entrants in 
your market? How are they different? What competitive advantages or disadvantages do they 
have? Which barriers must they overcome? What are their Value Propositions? Which Customer 
Segments are they focused on? What is their Cost Structure? To what extent do they influence 
your Customer Segments, Revenue Streams, and margins?” The next and third category, 
substitute products and services “describes potential substitutes for your offers - including those 
from the other markets and industries” (ibid). The main questions to ask in connection with 
substitute products and services are, “Which products or services could replace ours? How much 
do they cost compared to ours? How easy is it for customers to switch to these substitutes? What 
business model traditions do these substitute products stem from (e.g. high-speed trains versus 
airplanes, mobile phones versus cameras, Skype versus long-distance telephone companies)?” 
(ibid) Suppliers and other value chain actors, the fourth category, “describes the key value chain 
incumbents in your market and spots new, emerging players” (ibid). In connection with suppliers 
and other value chain actors the main questions to ask are, “Who are the key players in your 
industry value chain? To what extent does your business model depend on other players? Are 
peripheral players emerging? Which are most profitable?” (ibid) The final and fifth category, 
stakeholders “specifies which actors may influence your organization and business model” 
(ibid). The main questions to ask with regard to stakeholders are, “Which stakeholders might 
influence your business model? How influential are shareholders? Workers? The government? 
Lobbyists?” (ibid) A picture of an example of a breakdown of industry forces is attached in the 
Appendix as figure 8. 
 
The third key aspect, that makes up the environment, to be discussed is key trends, which 
consists of four categories; technology trends, regulatory trends, societal and cultural trends, and 
socioeconomic trends. (Daly 2011) The first category, technology trends “identifies technology 
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trends that could threaten your business model - or enable it to evolve or improve” (Osterwalder 
and Pigneur 2010: 206). The main questions to ask in connection with technology trends are, 
“What are the major technology trends both inside and outside your market? Which technologies 
represent important opportunities or disruptive threats? Which emerging technologies are 
peripheral customers adopting?” (ibid) Regulatory trends, the second category, “describe 
regulations and regulatory trends that influence your business model” (ibid). With regard to 
regulatory trends the main questions to ask are, “Which regulatory trends influence your market? 
What rules may affect your business model? Which regulations and taxes affect customer 
demand?” (ibid) The third category, societal and cultural trends “identifies major societal trends 
that may influence your business model” (ibid). The main questions to ask in connection with 
societal and cultural trends are, “Describe key societal trends. Which shifts in cultural or societal 
values may affect your business model? Which trends might influence buyer behavior?” (ibid) 
Socioeconomic trends, the fourth and final category, “outlines major socioeconomic trends 
relevant to your business model” (ibid). With regard to socioeconomic trends the main questions 
to ask are, “What are the key demographic trends? How would you characterize income and 
wealth distribution in your market? How high are disposable incomes? Describe spending 
patterns in your market (e.g. housing, health care, entertainment, etc.). What portion of the 
population lives in urban areas as opposed to rural setting?” (ibid) A picture of an example of a 
breakdown of key trends is attached in the Appendix as figure 9. 
 
The fourth and final aspect to be discussed is macroeconomic forces, which consists of four 
categories; global market conditions, capital markets, commodities and other resources, and 
economic infrastructure. (Daly 2011) The first category, global market conditions “outlines 
current overall conditions from a macroeconomic perspective” (Osterwalder and Pigneur 2010: 
208). The main questions to ask in connection with global market conditions are, “Is the 
economy in a boom or bust phase? Describe general market sentiment. What is the GDP growth 
rate? How high is the unemployment rate?” (ibid) Capital markets, the second category, 
“describe current capital market conditions as they relate to your capital needs” (ibid). With 
regard to capital markets the main questions to ask are, “What is the state of the capital markets? 
How easy is it to obtain funding in your particular market? Is seed capital, venture capital, public 
funding, market capital, or credit readily available? How costly is it to procure funds?” (ibid) 
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The third category, commodities and other resources “highlights current prices and price trends 
for resources required for your business model” (ibid). The main questions to ask in connection 
with commodities and other resources are, “Describe the current status of markets for 
commodities and other resources essential to your business (e.g. oil prices and labor costs). How 
easy is it to obtain the resources needed to execute your business model (e.g. attract prime 
talent)? How costly are they? Where are prices headed?” (ibid) Economic infrastructure, the 
fourth and final category, “describes the economic infrastructure of the market in which your 
business operates” (ibid). With regard to economic infrastructure the main questions to ask are, 
“How good is the (public) infrastructure in your market? How would you characterize 
transportation, trade, school quality, and access to suppliers and customers? How high are 
individual and corporate taxes? How good are public services for organizations? How would you 
rate the quality of life?” (ibid) Once again, there is a  picture of an example of a breakdown of 
macroeconomic forces is attached in the Appendix as figure 10. 
3.4) Conclusion: 
 
As previously stated, the framework of the two models that has been presented will be filled with 
the gathered data in the following chapter, the analysis and discussion. The following chapter 
primarily consists of four sections, one for each of the four working questions. The framework 
will be utilized in the first working question section, filling the entire business model canvas with 
the gathered data, primarily second hand data. Next, Amazon’s two new features will be 
analyzed, as to which building blocks they fit in and an in depth analysis of them as part of their 
respective building block, in large part with primary data. This is done, as customer perspectives 
inform and help companies decide how to alter and develop their “value propositions, 
distribution channels, customer relationships (and) revenue streams” (Rudbeck 2013: 3) and to 
understand them better. Finally, how Amazon’s two new features have affected the business 
model canvas as a whole will be analyzed. In the second working question section, first, the 
business model environment analysis will be utilized by filling it in with a combination of both 
primary and secondary data. Next, the effectiveness of Amazon’s two new features in meeting 
the needs and forces of the environment will be analyzed, with mostly primary data, looking 
particularly at the key trends aspect of the environment. In conclusion, the entirety of the 
framework presented in this chapter, for both models, will be utilized. Although certain blocks 
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related to Amazon’s two new features and the key trends aspect of the environment, will receive 
a greater degree of focus.  
 
4) Analysis & Discussion: 
 
4.1) Introduction: 
 
In this chapter, as the name implies, the analysis and discussion will be presented, which will be 
achieved by answering the four working questions. The first working question, ‘How has the 
combination of the two developed Amazon’s business model canvas, particularly in Denmark?’, 
will first be addressed. This will be answered by presenting a business model canvas created for 
this project, after which Amazon’s two new features will be analyzed to a greater degree within 
the framework of the business model canvas. Finally, the created business model canvas will be 
discussed, particularly with regard to how Amazon’s two new features developed its business 
model. As for the second working question, ‘How effective is the combination in meeting the 
needs and evolution of Amazon’s environment, particularly in Denmark?’ First, a business 
model environment analysis, created for the project, will be presented and discussed, with 
particular focus placed on the key trends aspect. After which, how the two new features meet the 
needs and evolution of Amazon’s environment will be discussed. Furthermore, the final two 
sections deals with the discussion of the gathered data and analysis. This will be achieved by 
answering the third and fourth working questions. The third working question, ‘How could 
Amazon develop its business model in order to better meet the external forces of the 
environment, particularly in connection with the planned use of drones and the implementation 
of Amazon Fire TV, and its related services?’, will be addressed first. After which the fourth 
working question, ‘How could the knowledge gained from this project be applied in general?’, 
will be addressed.  
 
4.2) 1st Working Question: 
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Amazon, also known as “The Everything Store”,3 provides and offers a vast variety of services 
and products, and as such it also has a massive infrastructure in place; which is visible from the 
vast variety of sub-branches of Amazon, available in the Appendix as figures 13, 14 and 15. 
Below is a business model canvas of Amazon in 2014, attached to the Appendix as figure 12 is 
an enlarged version. 
 
 
Before discussing the presented business model canvas above, Amazon’s two new features will 
be discussed in the context of their respective building blocks in the business model canvas. To 
begin with the Amazon Fire TV and its related services, this clearly fits in the value propositions 
block. The characteristics that best describe the Fire TV and its related services as a VP are, 
“getting the job done”, price, cost reduction, usability, and risk reduction. Firstly, it can be 
described as “getting the job done” due to its wide selection of media, as well as the fact that 
42% of the survey respondents agreed that it is a good alternative to illegal free 
downloading/streaming, with only 27% disagreeing. Also, interviewees B and C, both of whom 
are citizens and residents of the US, found it to be a good and viable alternative as well. As well 
as, 20% of survey respondents stating they would personally buy the Fire TV and 27% stating 
                                                 
3 The Everything Store: Jeff Bezos and the Age of Amazon by Brad Stone 
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that they would pay the Prime membership fee; meaning 20% of the survey respondents would 
be willing to pay for Amazon Fire TV and its services in its entirety. Secondly, with connection 
to ‘price’ or ‘cost reduction’, aside from the one time purchase of the Fire TV itself, at $99, the 
annual Prime membership fee of $99 is slightly cheaper compared to the Netflix membership 
fee, which has just been moved to $8.99 per month (annual price of ≅$107.88). (Spangler 2014) 
In connection with ‘usability’, as interviewee D pointed out there is a “learning curve to illegal 
downloading and streaming”, whereas the controls for Fire TV are more intuitive, and even 
include voice commands, and aside from the manual that accompanies it, guides are also 
available. (Wolverton, 2014) Finally, with regard to ‘risk reduction’, as switching from illegal 
downloading/streaming to a Fire TV and Prime membership, reduces the risk of receiving a 
severe fine or other penalties. The previously described characteristics have been formulated 
through the combination of both social theories, positivism and social constructionism, as the 
mentioned results from the survey were represented in correlation with the results of the 
interviewees in order to further assess the characteristics of the Fire TV, respectively. There are 
also three key questions with regard to the Fire TV and its services as a value proposition, which 
customer problems are being solved with this, which customer needs does this satisfy, and what 
bundles does this offer to the different customer segments. To begin with the customer problem 
being solved by the Amazon Fire TV and its services are, the need for a viable, usable, legal 
alternative to free illegal downloading/streaming, which is supported by the gathered customer 
perspectives previously discussed. Next, the customer need that is being satisfied by the Fire TV 
and its services is media access. Finally, with regard to the bundle offered by the Fire TV and a 
Prime membership offered to different customer segments; for residents of the US it offers 
access to millions of songs, over 200,000 TV show episodes and movies, over a hundred games, 
and two-day shipping. Though outside of the US, Amazon Fire TV has not been released yet, 
and even Prime membership for two-day shipping is not offered in all countries outside of the 
US; even in the UK where the Prime membership is offered, there is currently not even a release 
date for the Fire TV. (Rivington 2014) 
 
Amazon’s implementation of a drone delivery system on the other hand falls under two blocks in 
the business model canvas, value propositions and channels. It is firstly important to again note 
that Amazon’s drone delivery system has not been put into action, as it is awaiting FAA 
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approval, and as such in the created business model canvas has ‘(?)’ next to it. To begin with 
Amazon’s drone delivery system as a value proposition, it has three key characteristics, newness, 
performance, and accessibility. With regard to ‘newness’, this clearly describes a drone delivery 
system as interviewees B, C & D put it “(it is) futuristic”. In connection with ‘performance’ and 
‘accessibility’, Amazon’s drone delivery system hopes to offer within 5 years, to customers 
within a 10-mile radius of a fulfillment center, delivery of 5 pound packages within 30 minutes 
of purchase. (Bloomberg News, 2013) The two of the three questions previously addressed in 
connection with the Fire TV will also be reutilized, as it is not released it is unsure what it would 
or could be bundled with; as such to begin with Amazon’s drone delivery system would satisfy 
the customers need for shipping, or delivery. Also, the customer problem being solved is, an eco-
friendly, speedy, futuristic, 24/7 delivery service. As for Amazon’s drone delivery as a channel, 
it is important to recognize which channel phases it is associated with, namely phase 1 awareness 
and 4 delivery. Amazon’s drone delivery system clearly fits within the delivery phase; as for its 
connection with the awareness, it stems from the fact that these drones would have Amazon’s 
Logo on them, essentially making them flying advertisements. There are four important 
questions to answer with regard to Amazon’s drone delivery system as a channel; through which 
channels do the different customer segments want to be reached, how are they currently being 
reached, which are most cost-efficient, and how are they, or can be, integrated with customer 
routines. As for the first question, 54% of the survey respondents, from Asia, North America and 
Europe, had either an extremely positive or positive, split in half, mentality surround Amazon’s 
drone delivery system, with only 10% having an extremely negative or negative mentality, also 
split in half. Also, interviewees A, C and E all supported Amazon’s drone delivery system, if 
offered to them; interviewee D would want to “see it in action first” and interviewee B was 
against the idea due to concerns with privacy and disturbance. Therefore, all three of Amazon’s 
customer segments within the global consumer market, North America, Europe and Asia, would 
like to be reached via Amazon’s drone delivery service, at least in the majority. As for the 
second question, they are currently being reached via postal services. With regard to Amazon’s 
drone delivery system’s cost-efficiency, as it is not yet in action it is purely hypothetical, could 
be more cost-efficient due to the reduced outsourcing of human labor, from postal services. With 
regard to the final question, it is tied into the customer routine of shopping from their computer, 
also last minute shopping from their computer; which for instance, in 2013 in the US, e-
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Commerce from only desktop computers reached $46.5 billion in the holiday seasons, which was 
a 10% increase compared to the previous year. (Comscore 2014) 
 
It is important to discuss how Amazon’s two new features have developed its business model, in 
relation to the created business model canvas for Amazon; to begin with Amazon Fire TV and its 
services. The following can be described as the results of the effect of ANT, where actors, such 
as the key partners, and actants, the key activities and resources, both play equal roles in the 
development of the two features. There are two ways that Amazon’s two new features have 
developed the Amazon’s business model canvas; first, by utilizing and building on Amazon’s 
existing infrastructure and second, new infrastructure creation. In relation to utilizing and 
building on Amazon’s existing infrastructure; for key partners it was suppliers and manufacturers 
and postal services. In connection with key activities it was merchandising, production & design 
and IT infrastructure & software development & maintenance. With regard to key resources the 
existing infrastructure that was utilized and built upon was the IT infrastructure & software. As 
for value propositions Prime membership was utilized. For customer relationships, Amazon 
utilized and built upon the existing infrastructure of customer online profiles & 
recommendations. The existing channels utilized are Amazon.com (& countries) and other 
retailers. In connection with the customer segments, the existing targeted customer segment of 
the global consumer market was again targeted, but in particular the US customer segment. The 
existing cost structure that was built upon was, marketing technology and production, of Amazon 
products. With regard to existing revenue streams built upon by the Fire TV and its services, they 
are prime subscription fees and retails sales. It is also important to note that much of the existing 
infrastructure utilized and built upon by the Fire TV was created for the Kindle and its related 
services.  
 
Amazon’s Fire TV and its services, not only utilized and built upon much of Amazon’s existing 
infrastructure, but also required the creation of new infrastructure. With regard to key partners, 
game developers and TV show and movies studios, as well as music studios, are the new 
infrastructures. In connection with key activities the major development is the necessity for 
content licensing. As for new key resources, they are, virtual content and also Fire TV platforms, 
which is categorized as intellectual. The new value propositions that came with the Amazon Fire 
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TV and its services are, the media database, which would fall under other web services, and the 
Fire TV itself, an Amazon product. With regard to cost structure infrastructure that emerged with 
the Fire TV and its services, it is content licensing agreements. Finally, in connection with new 
revenue streams, the one that emerged with the Fire TV and its services is games & content (Fire 
TV). 
 
Amazon, as with the Fire TV, will utilize and build on existing infrastructure as well as create 
new infrastructure in connection with the future implementation of Amazon’s drone delivery 
system. To begin with the infrastructure utilized and built upon by Amazon’s future drone 
delivery system; firstly, with regard to key activities, the IT infrastructure & software 
development & maintenance would be utilized and built upon. In connection to existing key 
resources that would be utilized and built upon, the human resource of IT developers and the 
physical resource of warehouses would be utilized. As for customer relationships, the existing 
infrastructure of customized online profiles & recommendations would be built upon. The 
existing channel infrastructure that would be utilized in relation to Amazon’s drone delivery 
system is Amazon.com (& countries). The infrastructure that would be utilized in connection 
with customer segments is the targeted global consumer market, although it would be first 
implemented for US customers. Finally, the cost structure that would be built upon is marketing 
technology. 
 
Amazon’s drone delivery system, unlike the Fire TV and its services, calls for more creation of 
infrastructure than building on and utilizing existing infrastructure. Firstly, in connection with 
key partners, there would be a necessity for a supplier of the actual drones. Secondly, with regard 
to key activities, delivery would be new and also the drones’ navigation and flight programming 
would be required. Thirdly, the new key resources would be physical resources, the drones. 
Fourthly, the drone delivery system itself, as previously discussed, would be considered a new 
value proposition and channel. In connection with cost structure, the new cost structure that 
would emerge would be drone purchase, maintenance and programming costs. Finally, with 
regard to new revenue streams that would be created, would be the drone delivery subscription 
fees, for Prime Air membership, as well as possibly a single use fee, with the purchase of a 
product.  
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The effect of Amazon’s two new features on its business model in Denmark, has been none, 
however, this effectiveness will be further elaborated upon within the next sections. As 
previously stated, outside of the US there is currently not even a release date for the Fire TV. 
Also Prime membership is not available for Danish customers, as there is no Amazon.dk or for 
Scandinavia in general, so they order from Amazon.co.uk, such as with Interviewee A and D. 
Another issue pointed out by interviewee D, in Denmark, is that the full extent of Amazon’s 
infrastructure, that exists in the US, does not exist outside of the US, such as product selection; 
as such the value of Prime membership, or the future Prime Air membership, is significantly 
decreased. Interviewee D also pointed out that a similar problem with media content for Netflix, 
compared to the US Netflix the Danish Netflix has a smaller media selection; as such Amazon 
should avoid having the same issue.   
 
4.3) 2nd Working Question: 
 
The purpose of this section is to apprehend the context of the business’ environment, in order to 
understand how to develop the business model in order to minimize conflict with the 
environment, as well as how to better develop the business in the future, to maintain or gain 
success. The specific forces that influence Amazon’s business environment will be analyzed in 
the next section of which will be creating an environmental analysis of Amazon. The main 
factors that will develop and possibly evolve Amazon’s business environment are the design 
drivers, for example, the new technologies and new customer needs, etc., and design constraints, 
such as the regulatory trends and dominant competitors, etc. The environmental analysis consists 
of four major aspects to understand the environment and the specific pressures that affect the 
overall business model of any company. The environmental factors that help shape and influence 
the different building blocks and the business model canvas as a whole are the forces and 
pressures from the market forces (market analysis), industry forces (competitive analysis), 
macroeconomic forces (macroeconomics), and finally, the key trends (foresight). The data 
utilized to fill in the specific forces were collected through the various results of the surveys and 
interviews as well as other secondary data. Moreover, this research process has been influenced 
from the combination of both positivism and social constructionism, from the surveys and the 
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interviews, respectively. Additionally, secondary data further support the following information 
explained in each of the various forces described.  
  
First, an analysis of the market forces will be considered, which include an overall outline of the 
specific factors in each of the following categories; the market issues, market segments 
(customer segments), needs and demands from the customer segments, switching costs, and 
revenue attractiveness. As previously mentioned, since Amazon need to have a more noticeable 
effect and engagement within the Scandinavian countries, it is difficult to distinguish and map 
out the certain key issues that are considered to be relevant within Denmark. However, the 
following section will outline the market forces and the key issues that are affecting the customer 
landscape in the different regions Amazon is currently based. 
 
Market forces: 
Market segments: Identifies the major market segments, describes their attractiveness, and seeks 
to spot new segments. 
·         North America, Europe, Asia 
·         Companies 
·         Individuals 
·         U.S most predominant market 
·         Increase in interest in other regions; Europe and Asia. 
  
Needs and demands: Outlines market needs and analyzes how well they are served. 
·         Customer relationships most important 
·         Efficient and fast services 
·         Cheaper services (or free) 
·         Similar customer relationships throughout all of the regions. 
  
Market issues: Identifies key issues driving and transforming the market from customer and offer 
perspectives. 
·         New direction the market heading 
·         Technological advancements affecting privacy concerns 
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·         Invalid competition towards the free, illegal downloading 
·         Less offers and services compared to strong competition 
  
Switching costs: Describes elements related to customers switching business to competitors. 
·         Offer more bundling services packages 
·         US higher costs – compared to low costs in Denmark 
·         More relevant in other regions such as Scandinavia 
·         Better deals with customers 
  
Revenue Attractiveness: Identifies elements related to revenue attractiveness and pricing power. 
·         Reduce possibilities of substitution through more appealing offers. 
·         Cheaper services 
·         Bundling offers in other regions besides only US 
  
  
Listed above are the various five different aspects and its specific outlying factors of which all 
affect the forces and pressures of the business environment of Amazon. By taking a look at the 
first factor, the market issues, it can be seen that there is a new direction in which Amazon is 
heading in with their implementation of the drone delivery as well as the bundling of services 
that is offered with the Amazon Prime membership. However, as the drone delivery needs the 
subsequent FAA approval and the Amazon Prime membership is only effective in North 
America, or rather the US, it proves ineffective when trying to expand their business ideals to 
other regions of the world, more specifically throughout Europe and Asia. (Bloomberg, 2013) 
This shows that Amazon’s main market segments are based solely in the US, making it the most 
predominant market region of which Amazon is currently targeting. Therefore, the customers, 
such as the various companies as well as individuals whom are based in Europe and Asia, do not 
have the option receiving the fast and effective bundle services that Amazon seem to offer the 
customers in the US. (Hummels, D, 2011) In regards to ANT, it shows that Amazon is “testing” 
these two new features with one of their primary customer segments, which is the customers in 
the US, and from the experiences and customer perspectives on those two features. Accordingly, 
Amazon will further implement these features if it deems profitable and beneficial for the 
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company as a whole. It is evident, with regards to the survey, that the 80% of the respondents 
whom are living in the US feel that Amazon and its products and services are important to them, 
and, 27% feel extremely positively, and 27% feel positively about the implementation of the 
drone delivery system, in contrary with the 37% feeling neutral and 5% negatively on the 
implementation of drones and 38% feel that they do not want to purchase Amazon Fire TV. 
  
Industry Forces: 
 
Suppliers and other value chain actors: Describes the key value chain incumbents in Amazon’s 
market and spots new, emerging players 
  
·     Acquisitions 
·     Suppliers, manufacturers 
·     Publishers 
  
Stakeholders: Specifies which actors may influence Amazon’s organization and business model 
  
·     CEO 
·     Other acquisitions and partners 
·   Affiliates 
  
Competitors (incumbents): Identifies incumbent competitors and their relative strengths. 
                                 
·     Several online retailers focusing overseas 
·     Cheaper features and related services 
  
New entrants (insurgents): Identifies incumbent competitors and their relative strengths 
  
·     Brick and mortar stores 
·     Cheaper prices 
·     Other online retailers offering cheaper services 
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Substitute products and services: Describes potential substitutes for Amazon offers- including 
those from other markets and industries. 
  
·     High level of substitution of products and services 
·     Different ways of transportation delivery other than drones 
   
The industry forces play an important part in the evolution of Amazon’s environment as well as 
its business model such as, as mentioned above, the suppliers and other value chain actors, 
stakeholders, new entrants (insurgents), competitors (incumbents), and finally, the substitution of 
products and services. Each force has significant influence; first, the suppliers and other value 
chain actors keep Amazon running and producing at the level of innovation it has reached over 
the years since its inception. (Elms, 2013) Without this key aspect, the specific products that 
Amazon offers, such as Amazon Fire TV or even the Kindle Fire, will not be selling or in 
production, as other competitors or possible new entrants can take that chance to produce similar 
products and services, thus distribute them before Amazon. Therefore, the stakeholders as well 
as the suppliers and other value chain actors, motivated to excel and dominate other industries 
and markets from potential new entrants as well as competitors, as can be seen in Figure 1 with 
the various acquisitions attained over the years and different “new” businesses becoming 
partners and suppliers with Amazon. (International Directory of Company Histories, 2004) 
Amazon acknowledge the impact the suppliers possess, mainly because the company “does not 
have the long-term arrangements with most of its suppliers to guarantee availability of its 
merchandise or services” (Vakil, 2012: 2), of which the substitution of the products and services 
increase while customer’s look elsewhere to purchase. 
  
Macroeconomic Forces: 
   
Global market conditions: Outlines current overall conditions from a macroeconomic 
perspective. 
  
·     Global market : North America, Europe, and Asia 
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Capital markets: Describes the current capital market condition as they relate to Amazon’s 
capital needs 
  
·     Average incomes 
·     Market capital 
  
Economic infrastructure: Describes the economic infrastructure of the market in which Amazon 
operates. 
  
·     Specific to the country where the company operates. 
  
Commodities and other resources: Highlights current prices and price trends for resources 
required for Amazon’s business model. Describes the current status of markets for commodities 
and other resources essential to Amazon. 
  
·     Taxes (public services) 
·     Low affordable prices 
  
  
The macroeconomic forces that affect the environment, as listed above, are the global market 
conditions, capital markets, economic infrastructure, and commodities and other resources. As 
Amazon’s most important concerns are the customer relationships and their experiences with the 
company, there must be an increased importance in expanding their same business services 
offered in the US to other regions overseas. (International Directory of Company Histories, 
2004)  Especially, when looking at the switching costs factor, customers in other regions besides 
the US have the potential to find more attractive deals, possibly even lower cost deals in the 
same country, when looking at the shipping and handling costs. (International Directory of 
Company Histories, 2004) 
 
For example, Interviewee D recently was searching online to buy a lawn mower, and the online 
retailer with the cheapest prices was found on Amazon, however, because Interviewee D lives in 
another region besides the U.S, for example, Denmark, simply the cost of the shipping and 
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handling made it surprisingly more expensive than a lawn mower that could have been purchased 
on the Danish company Bilka’s website. This feat has the tendency for losing customers as it is 
becoming the norm to check the diverse prices from different online retailers, and choosing the 
cheapest and most reliable. (Demery, 2013) In turn, this could also affect the reputation of 
Amazon, as it is known that the company does not advertise its product or services and its 
reputation is mostly known through word of mouth. If customers continually have the same 
experience as Interviewee D in the example, then it will result with the loss of customers 
overseas, even though one of Amazon’s goals is to expand their product and services to these 
other regions and not only benefiting the customers based in the US. (Berenbeim, R. E.; Shakya, 
M., 2011) However, as previously mentioned in regards with ANT, most likely, as experienced 
by Interviewee D, the main focus of Amazon’s shipping of its products and specific features are 
maintained in the US, as a starting point, before attempting to expand their business and relative 
capabilities to its other customer segments and regions, such as in Europe, more particularly in 
Denmark. 
  
Key Trends: 
  
Technology trends: Identifies technology trends that could threaten Amazon’s business model or 
enable it to evolve or improve 
  
·     Drone delivery system 
·     Faster delivery 
  
Regulatory trends: Describes regulations and regulatory trends that influence Amazon’s business 
model 
·     FAA approval 
·     Privacy 
  
Societal and cultural trends: Identifies major societal trends that may influence Amazon’s 
business model 
·     Illegal downloading of TV shows and movies 
·     Privacy concerns regarding new technologies (drones) 
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·     More appealing to customers with free option (illegal downloading) 
  
Socioeconomic trends: Outlines major socioeconomic trends relevant to Amazon’s business 
model 
  
·     More presence in other regions (Europe and Asia) 
·     Make it more appealing for younger generations 
·     No valid competition towards the illegal downloading 
  
Each force has several factors that determine and change the business model of the company. 
However, for the purpose of the project having a particular focus in Denmark, there will be more 
of a focus on the forces created from the foresight, or the key trends, which include the 
technology, regulatory, societal and cultural, and finally, socioeconomic trends, that all play a 
part in affecting the evolution of Amazon’s environment as illustrated above. 
  
In regards to the technology trends, there has been an increasing desire by the consumers and 
customers, to have and obtain the latest technological advancements available in the market. 
(Mogg, 2014) As recently revealed in an interview with the CEO Bezos, he mentioned the 
implementation of the drone delivery system to be up and running within the next year, 2015, 
even though it was said that it would take an additional five years according to the FAA. 
(Bloomberg News, 2013) Nevertheless, according to FAA, there have been, from the end of the 
year 2013, at least 24 states that have applied and agreed to host the test sites for the drones, or 
UAVs, where the FAA will judge and figure out the best way to integrate the drones into the US 
airspace. This shows that Amazon and Bezos are not the only company and stakeholder 
interested in getting the approval from the FAA, as it seems once the approval is passed, all other 
companies with such interest will attempt their own UAV deliver system. As a matter of fact, in 
China, there is a popular delivery company, called SF Express, has already begun testing a 
service like Amazon Prime Air. (Couts, 2013) Moreover, despite its support and interest in the 
feature, the implementation of the drones in Denmark would not be positive, as of this moment, 
mainly because the customers, such as Interviewees A and D, would rather see the drones in 
Amazon: Navigating the Jungle of a Business    Business Studies 
Brett McIntosh Theroux & Tarik Rais El Fenni 
 45 
action and their effectiveness in the other countries, such as mentioned in the US and China, 
before they would use the actual drones for delivery. 
 
Besides the attempt of introducing and implementing the drone delivery system, the use that 
comes with it is immense, as it will speed up deliveries at record paces, as mentioned that it can 
deliver packages within 30 minutes of the products purchase. (Bloomberg News, 2013) 
According to all five of the interviews conducted, they showed a surprising interest and support 
for the implementation of the drone delivery system, and as Interviewee C mentioned that, “he 
hopes to see the two features in the future”. Additionally, according to Interviewee E, in 
particular, the time of delivery was a feature in which the drone system seemed appealing, as he 
mentioned that it usually took months before he actually received the product. Therefore, the 
idea of the drones, as well as its rapid increase in time of delivery of any purchased product was 
a very attractive offer and service that Amazon customers appeal towards. This proves effective 
in the survey as 38% felt that they would pay for the implementation of the drone delivery while 
23% answered that they were unsure. Even though it may seem that the FAA’s approval is an 
essential barrier and regulation that Amazon need to overcomes, Bezos, the CEO of Amazon, is 
confident that the FAA will approve the decision to allow the drones to start production and 
services across the US before the supposed five year estimation time given to him. (Bloomberg 
News, 2013) Additionally, in a letter written by Bezos to his fellow stakeholders, that “the Prime 
Air team is already flight testing our 5th and 6th generation aerial vehicles…We are in the design 
phase on generations 7 and 8” (Mogg, 2014). Therefore, Amazon is already designing more 
advanced and futuristic models of the drones even before they get the go ahead from the FAA, 
which shows that the Bezos is constantly looking to improve his products and services, and at the 
same time compete with all his competitors as well as any new entrants that may want to exploit 
this business venture.   
  
However, the use of the illegal free downloading of TV shows and movies, has become prevalent 
within society and can be considered a societal/cultural norm. (Tassi, 2014) As Amazon is trying 
to come up with an alternative to this societal and cultural trend with the bundled services that 
Amazon Prime memberships offer, as such with the Amazon Fire TV and the drone delivery 
system. Also, according to Amazon’s website, their main goal is “giving customers more of what 
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they want – low prices, vast selection, and convenience” (Mogg, 2014), yet this approach does 
not compare or specifically address the ever growing Internet, which offers the ability to illegally 
stream unlimited free shows of choice, of which, logically speaking, any customer or individual 
would choose the “free” option over any priced feature no matter how low the cost.  However, 
according to the survey, the majority of respondents, 43%, agreed to the idea that the Amazon 
Prime membership was a valid and decent alternative to the illegal downloading of TV shows 
and movies. Yet, this approach, even though appealing to some customers, the free option will 
always be the number one choice for individuals to stream and download illegally online. 
  
The combination of ANT and the two social theories used in the research process; positivism and 
social constructionism, can be similarly described as follows when reflecting upon the 
effectiveness of the combination of the two new features of Amazon. On a micro level, the 
combination of these two features, in respect to the environment, it proves ineffective and not as 
attractive as the various features that the free streaming and downloading offers individuals, as it 
is becoming more of a societal and cultural norm and tool. Additionally, as time progresses, the 
Internet with all the technological advancements in the business industry as well as in societal 
use available, has been an increasing and encompassing feature for individuals nowadays. 
(Krekovic, 2003) Therefore, as of now, these two features of Amazon and the combination of 
two, have no noticeable effect nor are relevant for the individuals or the customers of Amazon, 
particularly in Denmark, as mentioned before. For example, Interviewee A was attempting to 
find an ordinary trashcan online, and in the process was checking the various prices and delivery 
time for that product on different websites. Interviewee A then compared the results found, and 
eventually, simply by purchasing the product from an online retailer, not only was the product 
cheaper but the time of delivery was clearly faster. Therefore, at the moment, Amazon’s 
presence in Denmark in particular has no notable effect as the prices and delivery time conflict 
with the interests of their customers, compared to the other Danish online retailers. However, 
when looking at the combination of these two features on a macro level, this approach might 
prove effective for the companies that place large orders, especially with this future 
implementation of the drones, businesses can use this system and Amazon fulfillment centers 
that are located near them as storage facilities for their own products and features. This shows 
that Amazon can potentially be a partner with big companies as well as smaller business that can 
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eventually receive products and packages within 30 minutes according to Bezos. Yet there is a 
restriction and this advantage of these two features does not apply to the global market and the 
specific customer segments, as the Amazon Prime memberships is currently available only for 
residents in the U.S and the U.K. (Rivington, 2014) However, Amazon is constantly looking into 
the future and claims to be “Earth’s most customer- centric company, where customers can find 
and discover anything they might want to buy online” (Amazon.com). Inevitably, the company 
will expand and include these new features, which are currently restricted and available only in 
the U.S, to their other customer segments and tap into the global markets in Europe and Asia 
offering them such deals as Amazon Fire TV and drone delivery system, part of the Amazon 
Prime membership.   
4.4) 3rd Working Question: 
 
In connection with the third working question, and from the anonymous semi-structured 
interviews, there were three key areas of focus for Amazon’s to better its business model in 
relation to the Amazon Fire TV and its services and Amazon’s drone delivery system. The first, 
and largest area for Amazon to focus on is its lacking infrastructure outside of the US, which was 
addressed by both interviewees A and D and ties into both of Amazon’s two new features. The 
second area of focus is connected with the Amazon Fire TV and its services, more specifically in 
relation to its database’s media content, and was also an issue raised by both interviewees A and 
D. The third and final area of focus for Amazon is tied to the Amazon’s drone delivery system, 
more specifically with privacy concerns, and was addressed by interviewee B. 
 
Firstly, in connection with Amazon’s lacking infrastructure outside of the US, making it only 
‘the everything store’ in the US. This stems from the limited selection of products in the 
countries outside of the US, by comparison, as pointed out interviewee D and is clear with a 
product comparison. An example of this is how the Fire TV itself is currently only available in 
the US and there is not even a release date for other countries, such as England. Also address by 
interviewee A as for many countries, such as in Denmark, there is not a specific Amazon 
website, so they must order their products from Amazon.co.uk, and not all items ship to 
Denmark, further limiting items. On top of this, much as there is not a website for all of the 
countries, or even regions, in Amazon’s global consumer market segment, Prime two-day 
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shipping is not offered to all countries, such as in Denmark, which was addressed by interviewee 
A and D. As with interviewees A and D, all of this leads to the devaluing of Amazon from 
customers in countries such as Denmark, and leads to the loss of potential revenue streams. This 
is shown through the various interviews with customers of Amazon that live in Denmark. 
Interviewee A and D, both compared and contrasted the various deals that Amazon offered on 
their website with other Danish online retailers. The results were that, in both cases, even though 
the cost of the product might have been cheaper if purchased through Amazon, the additional 
costs for shipping and handling that product effectively made the product more expensive. 
Therefore, for the customers in Denmark, when purchasing an item or product online, the 
chances that they use a Danish online retailer is much more higher and more convenient than 
Amazon, as the price, in most cases, are cheaper and the delivery of that product is faster. 
Amazon could deal with this issue by developing its business model with regard to its channels, 
key activities, key partners and value propositions, as related with ANT, with more focus on the 
networks in the other regions of the world. First, in connection with Amazon’s channels of 
distribution, Amazon should build on its web shop for other countries in its global consumer 
market; namely Amazon should either create websites for the countries that do not have one, 
such as Amazon.dk, or even regionally for some countries such as a Nordic Amazon web shop. 
Second, with regard to its key activities, Amazon should build upon its existing key activity of IT 
infrastructure & software & maintenance, in connection with its web shops in new countries. 
Third, as for key partners, it is important that in the countries with the new websites and the 
existing ones, such as Amazon.co.uk, Amazon further develop its key partner, more specifically 
logistics partner, its network of sellers. Finally, in connection with Amazon’s value propositions, 
it would be good for Amazon to offer all of its value propositions in all of its global consumer 
market. Essentially Amazon should offer its value propositions, such as Amazon Prime or 
Amazon Fulfillment, which also allows for Amazon to offer a greater selection of products, to all 
of the countries in that it targets in, North America, Europe and Asia. According to ANT, with 
this improvement of its lacking infrastructure, the networks associated with the distribution of its 
products and related services will effectively entice a significant amount of customers from the 
other customer segments of which Amazon plan to attract. Furthermore, in conclusion, if 
Amazon were to take these actions it would make its two new features, when they are offered 
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outside the US, significantly more appealing to customers, such as interviewees A and D, and 
would give Amazon more of a competitive advantage, such as over Netflix and iTunes. 
 
Secondly, with regard to Amazon’s Fire TV and its services. The concerns addressed here by 
interviewees A and D are, whether the media database will offer the TV shows and movies that 
they are interested in, whether the media selection outside of the US would be more limited, such 
as with Netflix, and the speed to which new media would be added to the database. Also, the 
staying up to date on TV shows and movies is a key trend. The first issue interviewees A and D 
were concerned about was, the size and selection of the media, particularly whether it would 
have their favorite TV shows and movies. The second issue, that was addressed by interviewee 
D, was if the media database would be more limited in selection of TV shows and movies by 
comparison to the US, as interviewee D personally experienced with Netflix. The third concern, 
that was addressed by interviewee D was how quickly new episodes and seasons of shows would 
be uploaded to the database. For instance interviewee D would not want to wait a significant 
amount of time after a show has been aired before being able to watch it; as interviewee D has 
experienced with Netflix that certain favorite TV shows did not have the newest 2 seasons, 
meaning Netflix was about 2 years behind on updating the show. Amazon could address said 
issue, by placing emphasis on its key activity of content licensing, of media, and on gathering 
and utilizing a large selection of its key resource, virtual media content. Also, it is noteworthy 
that interviewee D would find the Fire TV and its services more appealing if the platform, 
namely the Fire TV itself, was not necessary to purchase, such as with Netflix.  
 
Thirdly, and finally, in connection with to Amazon’s drone delivery system, and more 
specifically privacy. As interviewee B pointed out, the drone themselves would most likely have 
video cameras attached or built into them for liability and legality reasons. As such interview B 
has serious privacy concerns; as to whether they would be recorded getting the package in their 
bathrobe or recorded through a window, i.e. if they were in the bathroom, when a drone would 
be delivering a package to a neighbor, and also the handling of said recordings. Also, it is 
important to note that the overall awareness, landscape and concerns regarding privacy has risen 
amongst consumers over recent years, particularly due to the Snowden incident, as seen in figure 
17 in the Appendix. As such privacy concerns could be considered a key trend. Therefore it is 
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important that Amazon address these privacy concerns pre-release of the drone delivery system; 
this would be achieved through the awareness phase of the channels of distribution, such as 
advertising that the privacy concerns had been addressed, through a video link or images on the 
web shop. Also, awareness could be raised by doing a show on TV, such as CNN or even the 
Daily Show, about how the concern had been address. 
 
4.5) 4th Working Question: 
 
The knowledge gained from this project can be applied in several ways with certain regards to 
each of the two features that Amazon plan to implement in their business model. This can be 
seen through the lens of Amazon developing its business model, as described in the previous 
working question sections, with the use of the new business model canvas as well as the 
environmental analysis, to further minimize conflicts over drone delivery systems and deal with 
the conflicts with the public concerning the illegal piracy of movies and TV series. Moreover, 
through this, Amazon can better meet the external forces of the environment, particularly in 
connection with the planned use of drones and the implementation of Amazon Fire TV, and its 
related services. In general, currently the use of the two features deem to be highly useful and 
effective in North America, yet have very little to offer the European and Asian customer 
segments, and particularly in Denmark. Mainly due to its lacking infrastructure, the other regions 
do not have the same customer service as the US customers do, however, according to ANT, if 
Amazon were to improve its networks to these customer segments, through additional fulfillment 
centers with more involved and engaged personnel within those regions, Amazon’s customer 
base will significantly increase worldwide, and not only within those regions, such as Europe and 
Asia. The customers in Denmark, such as Interviewee A and D, would most likely begin to 
purchase their items off of Amazon because of their cheaper prices and better delivery rate, and 
in future, through their potential positive experience, they would tell their friends and family to 
also purchase various items through Amazon as it would provide more of a convenience to 
customers than other Danish online retailers. 
  
To begin with the planned use of drones, as first indicated, the original purpose of drones was as 
military assets, but there has been a much anticipated and new direction they have been heading 
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in, namely commercial drones for delivery purposes. This increased desire by the companies as 
well as the customers themselves supporting and finding the idea of the implementation of the 
drones to be heading in the right direction. Additionally, these companies, with Amazon at the 
head of the race, all want to have and obtain the latest technological advancements available in 
the market in order to better serve their customers globally. (Mogg, 2014) Recently, Jeff Bezos, 
to recap, mentioned in an interview with ABC News, as many considered to be an advertising 
stunt, revealed the implementation of the drone delivery system to be up and running within the 
next year, 2015, even though according to the FAA, it was determined that it would take an 
additional five years (2019) before any drones will be able to even access US airspace. 
(Bloomberg News, 2013) 
  
To summarize their benefits, an example of an environmental benefit of UAVs is that the drones 
have an electric engine, and particularly if combined with recharging through alternative energy 
sources, can significantly decrease the carbon imprint of the delivery industry. Also examples of 
a societal benefit of drones is the ability to rapidly and efficiently deliver medicine to people in 
need of it, due to its speedy delivery capabilities. (Bloomberg News, 2013) Nevertheless, 
according to FAA, from the end of the year 2013, there have been at least 24 states that have 
applied and agreed to host the test sites for the drones, where the FAA will judge and figure out 
the best way to integrate the drones into the US airspace. This is evident that the companies are 
playing some sort of waiting game, and as soon as the drones get the appropriate approval from 
the FAA, they will want to implement the related services of the drones, such as UPS and FedEx. 
It is rumored that by the end of the 2013/2014 season, Amazon and UPS will have a fully 
advanced, operational fleet of drones. (Banker, 2013) Additionally, after FAA gives their 
approval, the future move by Amazon would be to expand the drone services to other regions of 
their customer segments, such as in Europe and Asia. According to the MWPVL International 
Supply Chain Experience, there is an increasing amount of current and planned Amazon 
fulfillment centers, such as in the UK, Germany, France, Poland, Italy, Spain, Czech Republic, 
China, Japan, and India. If this implementation of the drone delivery system gets approved by the 
governments of these aforementioned countries, then not only does Amazon benefit, but all the 
interested customers that support such a delivery system as well as the companies will benefit 
also. More importantly, in regards to ANT, not only would the additional fulfillment center 
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attract more customers to use Amazon, but also as a result it would create many more jobs and 
support the local economy of the region, or country where that specific fulfillment center is 
constructed. This approach will become very effective for the companies that place large orders 
and need it within a limited amount of time, 30 minutes to be precise is the projected time 
arrival. Also, these companies’ businesses can use Amazon fulfillment centers, through the use 
of the drone delivery system, that are located near them as storage facilities for their own 
products and features. This shows that Amazon can potentially be a partner with big companies 
as well as smaller business that can eventually invest and build upon their own with the help of 
Amazon. 
  
In regards to the feature of Amazon Fire TV, as mentioned before, with the expansion and 
implementation within other regions in Europe and Asia, in particular Denmark, this feature 
along with the Prime free two-day shipping service can prove very effective, as it will be 
supported by the customers as well as the companies and the government. This effectively, in 
relation to ANT, will not only improve the two features themselves, but also the networks in 
which they are delivered and stored in will, in turn, improve and be involved within the current 
and projected fulfillment centers in the aforementioned countries. The main purpose of the 
support from the customers would be to receive the full and unlimited access of the featured TV 
shows and movies that will be available with the Fire TV. Moreover, as mentioned before, 
according to Interview D, Amazon should avoid the same problem with the Netflix media, as 
they provide only a limited array of TV shows and inadequate access to them. Therefore, the Fire 
TV should not only expand into other regions such as Europe and Asia, but also coupled with 
that expansion, Amazon Fire TV should explore the additional content licensing of its media, as 
opposed to Netflix, in order to compete with not only Netflix but also iTunes as well. This 
addition will prove effective in more than one case; on the one hand, it will be competing with 
two of its main competitive rivals in the media industries, while on the other, the possibility for 
challenging and being a viable, effective alternative for the illustrious illegal downloading and 
streaming of TV series and movies. 
 
To refresh, the public’s large scale of illegal downloading/streaming of online media, has mostly 
fallen under the category of problematic as it is illegal; as such it is also currently a central and 
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important topic and its centrality and importance are likely to only increase with time. This topic 
has already lead to multiple societal conflicts, such as demonstrations and petitions from the 
public, and lawsuits toward the public on behalf of the private sector; yet despite this and its 
illegal status, it has become a societal norm similarly to ticket scalping at sports events and 
concerts. (Tassi, 2014) Therefore, if Amazon Fire TV does in fact implement the future addition 
of the shows, while keeping them up to date, such an approach will be appealing and enticing to 
its actual customers that have the Fire TV. More importantly, the individuals that use the method 
of illegally downloading and streaming TV show and movies, would possibly find such an 
approach as good, if not, better than the illegal approach. As mentioned before, this “carrot” 
approach could be the possible solution towards fighting against, or at least, limiting the illegal 
approach. Furthermore, simply addressing such an issue improves Amazon’s reputation for being 
the “Everything Store”, as well as trying to take over all business and services even if it may be 
“free”.  
 
4.6) Conclusion: 
 
The two features have improved the business model canvas, both in its value proposition and 
channels, as this increased selection of its products and related services are supported and seem 
appealing to the customers, however, this is particularly for customers in the US. The overall 
outcome of Amazon’s two new features, the Fire TV and the drone delivery system, has been 
clearly ineffective, with specific regards with its business model in Denmark. This is conclusive 
because the Amazon Prime membership is currently unavailable for Danish customers, and as 
mentioned before, there is no website such as Amazon.dk or a fulfillment center nearby of which 
applies to Denmark, or for Scandinavia for that matter. The closest would be that from the UK or 
the future construction of a fulfillment center in Poland scheduled earliest in August 2014. 
(MWPVL International Supply Chain Network) Therefore, these two features have no 
significance or effectiveness when applying it to the business context in Denmark. Additionally, 
the combination of the two features, in regards to the environment, proves to be ineffective and 
unattractive as it does not target the customer’s perspectives and preferences towards societal 
and cultural trends such as the illegal downloading and streaming of TV shows and movies. 
However, on a larger scale, when more infrastructure in other regions are constructed 
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specifically addressing the companies as well as other small businesses, this approach might 
prove effective and beneficial as they can use these features as well as the new Amazon 
fulfillment centers that are located near them as storage facilities for their own products and 
features. For the third working question, there are three key areas, with issues, that Amazon 
should address in order for its business model to better meet the needs of the environment; 
particularly with regard to keeping up with key trends and being competitive with Netflix, 
iTunes and illegal free downloading/streaming. Finally, with regard to the fourth working 
question, as discussed there are numerous applications of the knowledge gained from the project 
in general; such as the necessity of focus from other companies, and governments, on the ‘carrot 
approach’ and its generally positive reaction from the public, at the very least with this project’s 
survey respondents. 
 
 
 
5) Project Conclusion: 
 
The purpose of the project, as originally addressed in the introduction, is to fill part of the gaps in 
knowledge that surround this topic; these include, a ‘carrot’ alternative to drawing consumers 
away from piracy of TV shows and movies. Furthermore, there is a lack of qualitative and 
quantitative data concerning drone delivery systems and customer, as well as stakeholders, 
perspectives on this, particularly outside the US. The manner in which this was achieved, was by 
focusing on Amazon’s business model and environment, especially in the context of Amazon’s 
drone delivery system and the Fire TV, and its services. As such the research question for this 
project was, ‘How has the combination of the planned use of drones and the implementation of 
Amazon Fire TV, and its related services, affected Amazon’s business model, particularly in 
Denmark?’. Also, four working questions were utilized in combination with the research 
question. The first was, ‘How has the combination of the two developed Amazon’s business 
model canvas, particularly in Denmark?’; the second was, ‘How effective is the combination in 
meeting the needs and evolution of Amazon’s environment, particularly in Denmark?’. The third 
working question was, ‘How could Amazon develop its business model in order to better meet 
the external forces of the environment, particularly in connection with the planned use of drones 
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and the implementation of Amazon Fire TV, and its related services?’. Finally, the fourth 
working question was, ‘How could the knowledge gained from this project be applied in 
general?’. The research showed that there is a strong indication that the Fire TV, and its services, 
and Amazon’s drone delivery system, if approved by the FAA, have and will have a strong 
visible effect on Amazon’s business model in the US. The research also showed that Amazon’s 
two new technologies have had no effect on Amazon’s business model in Denmark. As neither 
have been released in Denmark, nor is there currently even talk about implementation of the 
technologies outside of the US. Although, based on the research, there is a strong indication that 
if Amazon were to apply its US infrastructure in Denmark, and to the same degree, there is a 
large market for both technologies; as well as a strong indication that there is currently a chunk 
of the market that Amazon is not currently taking advantage of. 
  
With regard to how the research was achieved; firstly, the research strategy of the project was 
ANT, and there was a philosophical approach of both social constructionism and positivism. In 
connection with Amazon’s business being viewed as a network, due to the project’s use of ANT, 
the business model canvas and business model environment analysis were utilized for the 
theoretical framework. As these techniques break the network of the business and environment 
into nine and four sections respectively, with subsections and other areas within the sections for 
further analysis. The analysis was achieved by, firstly, filling in the framework by applying the 
gathered secondary data. After which a more in depth analysis of Amazon’s two new 
technologies, in the context of framework, was performed utilizing the gathered primary data, 
namely five semi-structured interviews and a survey. 
  
In conclusion the project had a clear, structured, research process, that allowed for results that 
have both a high level of validity and reliability overall. Said results showed that the two new 
technologies have had a large affect on Amazon’s business model, but only in the US. Also, 
there was a strong indication that there is an unutilized market for the two new technologies in 
the other countries of Amazon’s customer segment, particularly Denmark, as well as for the rest 
of Amazon’s infrastructure.  
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6) Future Perspectives: 
 
There are multiple possible options for an extension of the research of this paper and areas of 
research that could support and build upon this project, covering topics and areas not addressed 
in this project. In relation to supporting and building upon this project, it would be useful to have 
not only more survey respondents, but also more diverse survey respondents in age and more 
respondents from Asia. As the majority of respondents were between the ages of 18-37, and 
there were only a few respondents from Asia, only from the countries Thailand, Japan and 
Singapore. Also it would have been preferable to have more anonymous semi-structured 
interviews, particularly at least one more from Asia; as there were two interviewees with US 
residents, two with Danish residents and one resident of Thailand. As well as more variety in the 
ages of interviews, as they only ranged from the early twenties to the mid thirties. Also, more 
variety for the interviewees in terms of different geographic areas, such as extra interviewees 
from Asia, and the US and Denmark, or other places in Europe, would be ideal. Furthermore, it 
would be ideal to have an expert interview with an Amazon employee regarding Amazon’s 
business model, environment and two new features. In relation to the theoretical framework it 
would have been preferable to have more references, particularly with the environmental 
analysis, despite the lack of sources; as such it would be ideal to perform at least one expert 
interview regarding the theoretical framework, possibly with a teacher from KEA whose class 
incorporates said framework. The second to be discussed is in connection with the topics not 
covered by this project. To begin with, it could be interesting to look at how the customer 
perspectives on the topic examined in the paper, could be influenced by age, socio-economic 
and/or cultural bias, due to one’s country of residence and birth. It could also be useful to focus 
on solely the Amazon Fire TV and its services, and perform more of a comparative study with it 
versus Netflix, iTunes and illegal free downloading/streaming, than a case study. It would be 
intriguing to investigate Amazon’s lack of infrastructure outside of the US, and more specifically 
why they should attempt to duplicate their infrastructure from the US outside of the US; such as 
missed potential revenue streams, with estimated figures. In conclusion, there a multiple ways in 
which the project could be improved upon with more time, such as more and greater diversity of 
survey respondent, as well as new areas that could be investigated in relation to this project.  
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Semi-Structured Interview A: 
 
1) Self-Introduction & Interviewee Background 
  
Brett: Hello again, my name as I previously stated is Brett Theroux, and I am a student at RUC. 
This interview as I said before is for a project I am doing about Amazon.com, which I will come 
back to more specifically in a second. Also the interview is anonymous so don’t you don’t need 
to worry about that. Would you please give a brief background about yourself, excluding your 
name of course? 
Interviewee A: I am a 23-year-old student studying e-Concept Development at KEA. I consider 
myself Danish although I am also half Singaporean. 
  
2) Introduce Topic Being Addressed in Interview: 
  
Our goal is to find the customer’s perspective, namely the interviewee’s perspective, so yours, on 
two new features offered by Amazon; which are, a drone delivery system and Amazon Fire TV, 
and its related services. 
Firstly, for the drones, Amazon is currently in the process of implementing a drone delivery 
system, which is currently awaiting Federal Aviation Administration (FAA) approval. If 
implemented it would decrease Amazon’s carbon footprint, as the drones run on electric motors, 
and could have a dramatic effect if implemented with clean renewable energy sources, such as 
solar charging. The drones would be able to deliver packages of up to 5 pounds and it would 
operate within a ten-mile radius of an Amazon fulfillment center. The goal is that within five 
years of the system’s implementation, the drones would be able to deliver a package within 30 
minutes of its purchase. 
Secondly, Amazon Fire TV is a new product similar to Apple TV, offered for $99, except that it 
also offers access to a database of millions of songs, over 135 games as well as over 200,000 tv 
show episodes and movies (although currently less selection than Netflix it is expanding - recent 
HBO deal helped improve and will continue to help), although controllers are sold separately for 
$39.99 or 215 DKK. Also, for access to said database one must pay $99 or 533 DKK for the 
Amazon Fire TV and then pay a annual subscription fee of $99 or 533 DKK for an Amazon 
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Prime membership which allows access to all the features and overnight shipping (two day 
shipping). It also offers such features as voice command search and one can access Netflix and 
Hulu Plus as well as others from Amazon Fire TV. (Netflix membership = 79 DKK monthly or 
$8 in the US - Hulu Plus membership = $8) So in other words Amazon’s offer is sort of like 
buying an Apple TV as well as a subscription fee, like with Netflix, but one not only gets access 
to lots of media, but also two-day shipping along with it. 
  
3) Questions for Interview: 
  
Brett: Have you used Amazon.com before, if so how frequently, and would you consider 
yourself of customer of Amazon? 
Interviewee A: Yes, I have used it before. Unfortunately I haven’t used the .com version very 
frequently as it would require paying import tax when it arrives. I have used the .co.uk version 
quite a lot of times but it’s not a regular commerce site I use – not even once a month maybe 
every few months or a couple times a year. Also not all products from the .co.uk ship to 
Denmark. But I do use it for getting price estimations or when trying to find cheaper deals, but 
the shipping costs to Denmark are very high usually. Making the .co.uk in general not that 
competitive, in Denmark, particularly with larger products. Though an example of an exception 
is my trash can, which is Simple Human, and turned out to be about 50-100 kr cheaper, including 
shipping from .co.uk. 
  
Brett: Have you ever downloaded or streamed a TV show or movie for free before, and if yes 
how frequently? 
Interviewee A: Yes, daily. 
  
Brett: Have you paid for individual TV shows or movie before, such as from iTunes, or paid a 
subscription fee for access to TV shows or movies, such as a Netflix account, and if yes how 
frequently? 
Interviewee A: I have never personally purchased a movie from iTunes or signed up for a 
subscription service. I have however watched a movie that others have purchased through 
iTunes. 
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Brett: Do you feel Amazon Fire TV, with an Amazon Prime membership, is a better offer than 
what iTunes presents or Netflix, and on what scale (1-10 appeal scale)? 
Interviewee A: iTunes =2, Netflix(the US version with more show choices)=7, Amazon primes 
new package offer would probably be 8. This is partially due to skepticism on the shows that will 
be offered through amazon. 
  
Brett: Do you feel Amazon Fire TV, with an Amazon Prime membership, is a valid alternative 
to free downloading/streaming, and would you pay for an Amazon Fire TV and Amazon Prime 
membership, and on what scale (maybe 1-10 appeal scale)? 
Interviewee A: I definitely see the value in its concept and see how it provides a convenient 
service for consumers however the fact that living in Denmark doesn’t provide me with the 
features of overnight shipping.etc that prime has offers, I would have to give it a 6. I’m not yet 
convinced that I would be willing to pay for their new services. Downloading shows has become 
something natural and as I have a routine in place where I don’t feel like I’m missing out by not 
having a membership to channels such as Netflix. So, downloading would be a 9 – the only 
downfall is the paranoia of potentially getting “caught”. 
  
Brett: How could it be made to be an even more appealing alternative, for example what about 
bundling drone delivery with an Amazon Prime membership? 
Interviewee A: Definitely bundling the drone delivery system could make it more appealing for 
me, as long as it stretches to include deliver to Denmark however I don’t see them making the 30 
minute delivery time. If the system itself is customizable and more open sourced, it could make 
for a better media system than Apple TV or Chromebox – being able to customize how we want 
the layout, placement, design, apps and more would lead me to be more willing to purchase the 
Fire TV itself and an extension of overnight delivery locations around Europe would give me 
incentive to want the Prime membership. I am also very skeptical about the games they’re 
offering – do they want to compete with major game stations such as PS4, Xbox One, etc.? Or 
are the games on the level of Super Mario and angry birds? If not, what is their unique selling 
point (USP) for their gaming system? They even developed their own game consoles… 
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Brett: How do you feel about the implementation of Amazon drone delivery systems, and would 
you support it in your area of residence or country? 
Interviewee A: I am quite excited about the idea of consumer focused UAV’s, as I said 
previously as long as it extends to my neck of the woods, it would most likely being to use a 
European Amazon much more. I also don’t see much of a fight on the drone topic here in 
Denmark, I would expect consumers including myself to be more willing and open to the idea of 
having drones around. 
  
Brett: Would you personally pay for the drone delivery service? 
Interviewee A: I’m still undecided, I would definitely need to know if they would be able to 
deliver to apartment buildings, and to Denmark in general. But if those 2 factors were plausible, I 
would sign up for drone delivery. 
  
Brett: Overall, what are you thoughts and feelings regarding these two new features offered by 
Amazon? 
Interviewee A: It has definitely strengthened their value as a service – I would expect most 
people see the advantages and convenience in maintaining their prime membership with the 
bonus of having access to these new features. This could prove to be a big competitor for Netflix, 
Hulu Plus and iTunes (who already isn’t doing very well). 
  
Brett: Is there anything you feel was not addressed, or that you would like to add? 
Interviewee A: I could see Amazon Fire TV having a difficult time marketing their product 
alone with so many other systems available and not having any brand reputation within TV box 
systems but if they succeed in differentiating themselves through adding the prime membership, 
I am very interested to see how large competitors respond!  
 
 
Semi-Structured Interview B:  
 
1) Self-Introduction & Interviewee Background 
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Brett: Hello again, my name as I previously stated is Brett Theroux, and I am a student at RUC. 
This interview as I said before is for a project I am doing about Amazon.com, which I will come 
back to more specifically in a second. Also the interview is anonymous so don’t you don’t need 
to worry about that. Would you please give a brief background about yourself, excluding your 
name of course? 
Interviewee A: Hello, well firstly, I was born in and live in the United States. I work as a chef, 
writer and filmmaker, and I am 35 years old. 
  
 2) Introduce Topic Being Addressed in Interview: 
  
Our goal is to find the customer’s perspective, namely the interviewee’s perspective, so yours, on 
two new features offered by Amazon; which are, a drone delivery system and Amazon Fire TV, 
and its related services. 
Firstly, for the drones, Amazon is currently in the process of implementing a drone delivery 
system, which is currently awaiting Federal Aviation Administration (FAA) approval. If 
implemented it would decrease Amazon’s carbon footprint, as the drones run on electric motors, 
and could have a dramatic effect if implemented with clean renewable energy sources, such as 
solar charging. The drones would be able to deliver packages of up to 5 pounds and it would 
operate within a ten-mile radius of an Amazon fulfillment center. The goal is that within five 
years of the system’s implementation, the drones would be able to deliver a package within 30 
minutes of its purchase. 
Secondly, Amazon Fire TV is a new product similar to Apple TV, offered for $99, except that it 
also offers access to a database of millions of songs, over 135 games as well as over 200,000 tv 
show episodes and movies (although currently less selection than Netflix it is expanding - recent 
HBO deal helped improve and will continue to help), although controllers are sold separately for 
$39.99 or 215 DKK. Also, for access to said database one must pay $99 or 533 DKK for the 
Amazon Fire TV and then pay a annual subscription fee of $99 or 533 DKK for an Amazon 
Prime membership which allows access to all the features and overnight shipping (two day 
shipping). It also offers such features as voice command search and one can access Netflix and 
Hulu Plus as well as others from Amazon Fire TV. (Netflix membership = 79 DKK monthly or 
$8 in the US - Hulu Plus membership = $8) So in other words Amazon’s offer is sort of like 
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buying an Apple TV as well as a subscription fee, like with Netflix, but one not only gets access 
to lots of media, but also two-day shipping along with it. 
  
3) Questions for Interview: 
  
Interviewee B: Wait is it the same Amazon Prime as the normal Amazon Prime for delivery? 
Brett: Yes. The 2-day shipping Amazon Prime is bundled with it. So you get all of that included. 
Interviewee B: Wow!! That is super cool!! Okay, so the main difference to Netflix, for example, 
it that you have to buy the box thing for $99, and of course the shipping. 
  
Brett: Ok, so have you used Amazon.com before, if so how frequently, and would you consider 
yourself of customer of Amazon? 
Interviewee B: Well I don’t currently have a Prime membership. But I do use Amazon.com. 
Well I tend to order from it every 4-6 months, but that is because I plan out all the stuff and then 
order it all at once in order to save on shipping charges. So yeah, I am a customer. 
  
Brett: Have you ever downloaded or streamed a tv show or movie for free before, and if yes 
how frequently? 
Interviewee B: Yes, but myself personally only like 3 times. But I have dated men that do it all 
the time and I have watched it with them. 
  
Brett: Have you paid for individual tv shows or movie before, such as from iTunes, or paid a 
subscription fee for access to tv shows or movies, such as a Netflix account, and if yes how 
frequently? 
Interviewee B: I have never bought an iTunes movie or TV show, but I have had a Netflix 
account at one point, that I no longer have. 
  
Brett: Do you feel Amazon Fire TV, with an Amazon Prime membership, is a better offer than 
what iTunes presents or Netflix, and on what scale (1-10 appeal scale)? 
Interviewee B: So I am not really that into TV shows and movies, but the Amazon deal actually 
sounds really appealing, because it is nice to have access to a movie if you want, every once in a 
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while, and the Prime shipping bundled with that is awesome. So, iTunes = 2,   Netflix = 3,   
Amazon = 8 or 9 
  
Brett: Do you feel Amazon Fire TV, with an Amazon Prime membership, is a valid alternative 
to free downloading/streaming, and would you pay for an Amazon Fire TV and Amazon Prime 
membership, and on what scale (maybe 1-10 appeal scale)? 
Interviewee B: I think it really is, I have a lot of friends who already have Amazon Prime 
memberships, so all they would be doing is adding the box. And well for the online stuff I am 
really not good at it, so it doesn’t really have appeal to me, so like a 1 or a 2 max and again the 
same for Amazon. 
  
Brett: How could it be made to be an even more appealing alternative, for example what about 
bundling drone delivery with an Amazon Prime membership? 
Interviewee B: I mean for most people I am sure that would be more appealing, but for me the 
idea of drones flying around and delivering books and stuff is strange 
  
Brett: So on that note, how do you feel about the implementation of Amazon drone delivery 
systems, and would you support it in your area of residence or country? 
Interviewee B: I don’t think they should allow it. But I am, more conservative than most with 
that stuff. I feel like we have enough technology, and we have enough happening around us that 
it just takes it a bit to far. I mean it would be like robots delivering books, it just seems a little 
freaky. And I mean what about privacy, would they have cameras, in case of accident or 
something, and then would they be recording me, it is just weird. 
  
Brett: Would you personally pay for the drone delivery service? 
Interviewee B: I would not. 
  
Brett: Overall, what are you thoughts and feelings regarding these two new features offered by 
Amazon? 
Interviewee B: I mean I think the drones feel a little bit to space agey for me, like it’s a cool 
concept, freaking amazing I mean half an hour delivery that’s amazing. But, like I said, it feels a 
little bit to space agey for me and then the privacy stuff is a whole big thing. I just don’t really 
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feel comfortable with that, like I don’t even feel comfortable with that being on the market, I 
wouldn’t pay for it and I don’t like the idea of it existing. I think the Amazon Fire TV and Prime, 
is actually really cool though, I mean I could see myself doing that, it sounds very appealing, it’s 
a really good deal. 
  
Brett: Is there anything you feel was not addressed, or that you would like to add? 
Interviewee B: No. 
  
 
Semi-Structured Interview C: 
 
1) Self-Introduction & Interviewee Background 
  
Brett: Hello again, my name as I previously stated is Brett Theroux, and I am a student at RUC. 
This interview as I said before is for a project I am doing about Amazon.com, which I will come 
back to more specifically in a second. Also the interview is anonymous so don’t you don’t need 
to worry about that. Would you please give a brief background about yourself, excluding your 
name of course? 
Interviewee C: I am 23, I am a mechanic, and I live in and am from the US. 
  
 2) Introduce Topic Being Addressed in Interview: 
  
Our goal is to find the customer’s perspective, namely the interviewee’s perspective, so yours, on 
two new features offered by Amazon; which are, a drone delivery system and Amazon Fire TV, 
and its related services. 
Firstly, for the drones, Amazon is currently in the process of implementing a drone delivery 
system, which is currently awaiting Federal Aviation Administration (FAA) approval. If 
implemented it would decrease Amazon’s carbon footprint, as the drones run on electric motors, 
and could have a dramatic effect if implemented with clean renewable energy sources, such as 
solar charging. The drones would be able to deliver packages of up to 5 pounds and it would 
operate within a ten-mile radius of an Amazon fulfillment center. The goal is that within five 
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years of the system’s implementation, the drones would be able to deliver a package within 30 
minutes of its purchase. 
Secondly, Amazon Fire TV is a new product similar to Apple TV, offered for $99, except that it 
also offers access to a database of millions of songs, over 135 games as well as over 200,000 tv 
show episodes and movies (although currently less selection than Netflix it is expanding - recent 
HBO deal helped improve and will continue to help), although controllers are sold separately for 
$39.99 or 215 DKK. Also, for access to said database one must pay $99 or 533 DKK for the 
Amazon Fire TV and then pay a annual subscription fee of $99 or 533 DKK for an Amazon 
Prime membership which allows access to all the features and overnight shipping (two day 
shipping). It also offers such features as voice command search and one can access Netflix and 
Hulu Plus as well as others from Amazon Fire TV. (Netflix membership = 79 DKK monthly or 
$8 in the US - Hulu Plus membership = $8) So in other words Amazon’s offer is sort of like 
buying an Apple TV as well as a subscription fee, like with Netflix, but one not only gets access 
to lots of media, but also two-day shipping along with it. 
  
3) Questions for Interview: 
  
Brett: Have you used Amazon.com before, if so how frequently, and would you consider 
yourself of customer of Amazon? 
Interviewee C: Yes, and like once a month. So yeah I am a customer. 
  
Brett: Have you ever downloaded or streamed a tv show or movie for free before, and if yes 
how frequently? 
Interviewee C: Yeah, and everyday. 
  
Brett: Have you paid for individual tv shows or movie before, such as from iTunes, or paid a 
subscription fee for access to tv shows or movies, such as a Netflix account, and if yes how 
frequently? 
Interviewee C: Yeah from iTunes, and from Amazon too, but only when I can’t find the show 
for free, so pretty rarely. And, yeah I had a Hulu Plus membership for a couple months, but they 
quit putting new shows on so it got old. 
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Brett: Do you feel Amazon Fire TV, with an Amazon Prime membership, is a better offer than 
what iTunes presents or Netflix, and on what scale (maybe 1-10 appeal scale)? 
Interviewee C: iTunes = 6, Netflix = 3, Amazon = 8 
  
Brett: Do you feel Amazon Fire TV, with an Amazon Prime membership, is a valid alternative 
to free downloading/streaming, and would you pay for an Amazon Fire TV and Amazon Prime 
membership, and on what scale (maybe 1-10 appeal scale)? 
Interviewee C: Yeah that sounds fair to me, I mean as long as I get plenty to watch. Free 
downloading/streaming = 9 or 10,  and Amazon = 9 
  
Brett: And, how could it be made to be an even more appealing alternative, for example what 
about bundling drone delivery with an Amazon Prime membership? 
Interviewee C: I am not sure really sure, more games and stuff. And make sure they get the 
shows that are coming out. So I can watch new episodes like a couple days after they come out, 
not a month later or whatever, like why I stopped using Hulu Plus. So the sooner they put on new 
shows the better.  
  
Brett: How do you feel about the implementation of Amazon drone delivery systems, and would 
you support it in your area of residence or country? 
Interviewee C: Yeah, I would totally support it 100%. 
  
Brett: Would you personally pay for the drone delivery service? 
I Interviewee C: Absolutely 
  
Brett: Overall, what are you thoughts and feelings regarding these two new features offered by 
Amazon? 
Interviewee C: They both sound like really cool deals, and can’t wait to see the drones in the 
future. Also, I didn’t really know about them, but I am gonna check them out now. 
  
Brett: Is there anything you feel was not addressed, or that you would like to add? 
Interviewee C: No. 
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Semi-Structured Interview D: 
 
1) Self-Introduction & Interviewee Background 
  
Brett: Hello, I am Brett Theroux and I am a student at Roskilde University. Our project falls 
within the business field. I would like to get a brief background from you; such as your 
profession, age, and nationality. 
Interviewee D: I am Iraqi nationality and 24 years old. Born in Jordan, came to Denmark when I 
was 8 and now I live here. I just recently graduated from Aarhus University in International 
Studies with a Master’s degree. I currently live in Copenhagen. 
  
2) Introduce Topic Being Addressed in Interview: 
  
Our goal is to find the customer’s perspective, namely the interviewee’s perspective, on two new 
features offered by Amazon; which are a drone delivery system and Amazon Fire TV and its 
related services. Amazon is currently in the process of implementing a drone delivery system, 
which is currently awaiting Federal Aviation Administration (FAA) approval. If implemented it 
would decrease Amazon’s carbon footprint, as the drones run on electric motors, and could have 
a dramatic effect if implemented with clean renewable energy sources, such as solar charging.  
The drones would be able to deliver packages of up to 5 pounds and it would operate within a ten 
mile radius of an Amazon fulfillment center. The goal is that within five years of the system’s 
implementation, the drones would be able to deliver a package within 30 minutes of its purchase. 
Amazon Fire TV is a new product similar to Apple TV, offered for $99, except that it also offers 
access to a database of millions of songs, over 135 games as well as over 200,000 tv show 
episodes and movies (although currently less selection than Netflix it is expanding - recent HBO 
deal helped improve and will continue to help), although controllers are sold separately for 
$39.99 or 215 DKK. Also, for access to said database one must pay $99 or 533 DKK for the 
Amazon Fire TV and then pay an annual subscription fee of $99 or 533 DKK for an Amazon 
Prime membership which allows access to all the features and overnight shipping (two day 
shipping). It also offers such features as voice command search and one can access Netflix and 
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Hulu Plus as well as others from Amazon Fire TV. (Netflix membership = 79 DKK monthly or 
$8 in the US - Hulu Plus membership = $8 - So Amazon is the cheapest subscription fee) 
  
3) Questions for Interview: 
  
Brett: Have you used Amazon.com before? 
Interviewee D: Yes 
 
Brett: How frequently? 
Interviewee D: Couple times in 5 months. 
 
Brett: Would you consider yourself a customer of Amazon? 
Interviewee D: Yes 
 
Brett: Have you ever downloaded or streamed a TV show or movie for free before? 
Interviewee D: You mean pirating? 
 
Brett: Yeah. 
Interviewee D: Haha. Yes. 
 
Brett: How frequently? 
Interviewee D: Weekly. 
 
Brett: Have you ever paid for individual TV shows or movie before, such as from iTunes? 
Interviewee D: No. 
 
Brett: Have you ever had a subscription to an account, such as a Netflix account, before? 
Interviewee D: Yes I have. 
Brett: For how long? 
Interviewee D: Just recently, two or three months ago and it is still ongoing.   
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Brett: How would you rate, on a 1-10 appeal scale, the Amazon Fire TV, with an Amazon Prime 
membership compared to iTunes? 1 meaning you never use it and 10 being you use it every 
single day. 
Interviewee D: 1 
 
Brett: And for Netflix? 
Interviewee D: 5 
 
Brett: Also, Amazon Prime membership, with the idea of overnight shipping, including Amazon 
Fire TV and its related services? 
Interviewee D: 5 
 
Brett: On the same scale, would you rate the free downloading and streaming of TV shows and 
movies? 
Interviewee D: 10 
 
Brett: So, would you say the Amazon Prime and the Fire TV, is not a valid alternative to the free 
downloading of TV shows and movies? 
Interviewee D: Not really. 
 
Brett: How would you personally make it even more appealing, for example how would you 
improve the bundle offer with the Fire TV? 
Interviewee D: The issue I have is that you have to buy the Fire TV in order to get the whole 
bundle. Personally, I would make it more like Netflix, where you can download it and use it on 
your tablets or computers, and where you can sign in wherever to watch and access the data.  
Brett: How do you feel about the implementation of Amazon drone delivery systems, and would 
you support it in your country of residence? 
Interviewee D: It’s futuristic. But I haven’t heard anything negative or any arguments against it. 
 
Brett: Well there are privacy concerns regarding the drones. I would assume that the drones will 
have cameras attached to them in case of a user malfunction or an environmental accident in 
order to see its last location. 
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Interviewee D: So they would be able to record? 
 
Brett: That’s the concern under question. What would they be able to record, what would they 
save, and when the drone returns is the video deleted? On that note, keeping in mind the benefits 
of the drones as well, would you support them? 
Interviewee D: Since it hasn’t been tested yet, I wouldn’t say I am completely against the 
implementation nor would I say I support them because it has never been done before. 
 
Brett: Would you pay a 300DK subscription fee for drone delivery system and its services? 
Interviewee D: Right now, I don’t think so, no. I am fairly ok with the delivery they have now. I 
would have to see how it actually works out and if it is worth it or not. Maybe it would work if I 
was more of a frequent buyer, but if it was an option that you could use to check out with, like 
drone delivery option, I would maybe. 
 
Brett: Do you feel that these two features would be more appealing if Amazon was better 
established in Denmark, similarly to how it is in the U.S.? 
Interviewee D: Yeah. Probably. You need to have the service in the area to have it attracting the 
people, or customers, just as the drone system will be established in the U.S first before any other 
place. 
 
Brett: So there is a lack of a base of infrastructure, as customers in Denmark have to order their 
items from England (Amazon.co.uk), would you agree with that? 
Interviewee D: Yes. Just recently, I wanted to buy a lawn mower off of Amazon because the 
price was cheap, but the shipping and handling costs made the lawn mower more expensive than 
one that I found on Bilka. So I just ordered the one from Bilka and I got it within the next couple 
of days. I think if there was a better infrastructure closer to Denmark or even in Denmark itself 
then that would be more convenient. 
 
Brett: Overall, what are your thoughts and feelings regarding these two new features offered by 
Amazon? 
Interviewee D: Not really. 
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Brett: I think we covered everything. Thank you so much for your time. 
Interviewee D: You’re welcome. 
 
 
Semi-Structured Interview E: 
 
1) Self-Introduction & Interviewee Background 
  
Tarik: Hello my name is Tarik Rais el Fenni and a student at Roskilde University. I would like 
to get a brief introduction and background from you; such as your profession, age, and 
nationality. 
Interviewee E: I live in Bangkok, Thailand, I am a student at Thamasat University and I am 23 
years old. 
  
2) Introduce Topic Being Addressed in Interview: 
  
Our goal is to find the customer’s perspective, namely the interviewee’s perspective, on two new 
features offered by Amazon; which are a drone delivery system and Amazon Fire TV and its 
related services. Amazon is currently in the process of implementing a drone delivery system, 
which is currently awaiting Federal Aviation Administration (FAA) approval. If implemented it 
would decrease Amazon’s carbon footprint, as the drones run on electric motors, and could have 
a dramatic effect if implemented with clean renewable energy sources, such as solar charging. 
First, the drones would be able to deliver packages of up to 5 pounds and it would operate within 
a ten mile radius of an Amazon fulfillment center. The goal is that within five years of the 
system’s implementation, the drones would be able to deliver a package within 30 minutes of its 
purchase. 
Amazon Fire TV is a new product similar to Apple TV, offered for $99, except that it also offers 
access to a database of millions of songs, over 135 games as well as over 200,000 tv show 
episodes and movies (although currently less selection than Netflix it is expanding - recent HBO 
deal helped improve and will continue to help), although controllers are sold separately for 
$39.99 or 215 DKK. Also, for access to said database one must pay $99 or 533 DKK for the 
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Amazon Fire TV and then pay an annual subscription fee of $99 or 533 DKK for an Amazon 
Prime membership which allows access to all the features and overnight shipping (two day 
shipping). It also offers such features as voice command search and one can access Netflix and 
Hulu Plus as well as others from Amazon Fire TV. (Netflix membership = 79 DKK monthly or 
$8 in the US - Hulu Plus membership = $8 - So Amazon is the cheapest subscription fee) 
  
3) Questions for interview: 
 
Tarik: Have you used Amazon.com before? 
Interviewee E: Yes 
 
Tarik: How frequently? 
Interviewee E: Around 4-5 times a semester, so a 6 month period. 
 
Tarik: So you would consider yourself a customer of Amazon? 
Interviewee E: Yes. 
 
Tarik: Have you ever downloaded or streamed a TV show or movie for free before? 
Interviewee E: Yes. 
Tarik: How frequently? 
Interviewee E: Every week. 
 
Tarik: Have you paid for individual TV shows or movie before, such as from iTunes? 
Interviewee E: No 
 
Tarik: Have you ever had a subscription to an account, such as a Netflix account, before? 
Interviewee E: No 
 
Tarik: On an appeal scale from 1-10, do you feel the Amazon Fire TV, with the Prime 
membership is better than iTunes account? 
Interviewee E: 3 
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Tarik: For Netflix? 
Interviewee E: 3 
 
Tarik: Amazon Prime membership, with the idea of overnight shipping, including Amazon Fire 
TV and its related services? 
Interviewee E: 5 
 
Tarik: How would you rate the free downloading and streaming of TV shows and movies? 
Interviewee E: 7 
 
Tarik: Would you say the Amazon Prime and the Fire TV, is a valid alternative to the free 
downloading of TV shows and movies? 
Interviewee E: Not really 
  
Tarik: How could it be made to be a more appealing alternative? Like bundling the drone 
delivery with the Amazon Prime membership. 
Interviewee E: Maybe they could reduce the subscription fee mainly because you can get almost 
everything for free nowadays online and the fee is too expensive. I don’t think everyone will be 
willing to pay for it. 
 
Tarik: How would you feel about the implementation of Amazon drone delivery systems? 
Interviewee E: I think that would be a great feature since everyone wants their stuff to be 
shipped immediately without having to wait because usually it is the waiting time that attracts 
the customers. Like it is important for a business to cut the waiting time so they can have more 
clients. I think it will be a good system. 
 
Tarik: So you would support this drone delivery system in your area of residence? 
Interviewee E: Yes, but since Thailand is not so technologically advanced and polluted, it’s 
possible that this system won’t work, but in other Asian countries it could work such as in China, 
South Korea, Japan, or Singapore. 
 
Tarik: Would you personally pay for this drone delivery service? 
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Interviewee E: Yes, especially here in Thailand it takes such a long time for things to arrive 
 
Tarik: Overall, what are your thoughts and feelings regarding these two new features offered by 
Amazon? 
Interviewee E: First, with the Fire TV, I think it is a good feature since I frequently watch TV 
shows, movies, even music, and my only concern is about the price of this service, especially 
most people download everything illegally nowadays. For the drone delivery system, I do 
support it, because I would love it to be incorporated in this country, especially for International 
students, like myself. 
 
Tarik: Is there anything else you feel that wasn’t addressed that you would like to add? 
Interviewee E: Yes, about the Fire TV, the three separate components for the system, should be 
offered in a better bundled deal, for example, if you buy one the second one for your friend 
would be cheaper like half the price. 
 
Tarik: Thank you very much for your time. 
Interviewee E: You’re welcome. 
 
 
 
Figures: 
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Figure 1: Acquisitions and Investments (1998-2009)
 
 
 
 
 
 
 
 
 
 
 
 
Figure 2: Business model canvas 
Amazon: Navigating the Jungle of a Business    Business Studies 
Brett McIntosh Theroux & Tarik Rais El Fenni 
 88 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 3: Business model environment analysis 
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Figure 4: CH types and phases overview 
 
Figure 5: R$ - Overview of pricing mechanisms 
Amazon: Navigating the Jungle of a Business    Business Studies 
Brett McIntosh Theroux & Tarik Rais El Fenni 
 90 
 
 
 
 
 
Figure 6: Visual illustration of interconnectivity of the nine building blocks 
 
 
Figure 7: Example of breakdown of market forces - Pharmaceutical Industry Landscape 
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Figure 8: Example of breakdown of industry forces - Pharmaceutical Industry Landscape 
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Figure 9: Example of breakdown of key trends - Pharmaceutical Industry Landscape 
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Figure 10: Example of breakdown of macroeconomic forces - Pharmaceutical Industry 
Landscape 
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Figure 11: Survey’s Reliability 
 
Figure 12: Amazon’s Business Model Canvas 2014 
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Figure 13: Amazon Sub-Branches 
 
 
Figure 14: Amazon Sub-Branches Continued 
 
Figure 15: Amazon’s Sub-Branches Continued 
Amazon: Navigating the Jungle of a Business    Business Studies 
Brett McIntosh Theroux & Tarik Rais El Fenni 
 97 
 
 
Figure 16: Visual illustration of interconnectivity of the nine building blocks 
 
 
Figure 17: Growing Privacy Concern Statistic 
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